STRATEGIC REPORT

Our business model
Our business model describes the essence of what we do; how we create value for all our
stakeholders from the resources and relationships we use to operate the business.

Our purpose is to provide
water for life to:
enhance health
and wellbeing
protect and improve
the environment
sustain the
economy
Our purpose is why we exist. It
drives our long and short-term
decision-making and is centred
around the value we provide to
our customers and stakeholders.
Living our purpose ensures that
we are able to deliver water for life
and a resilient water future for our
customers in the South East.

1. Our key inputs

2. Our key relationships

To really understand if a business
is acting responsibly and with
integrity it needs to consider
its impacts and dependencies.
This means expanding beyond
financial, manufactured and
intellectual capital to bring in
people, social and relationships
and natural capital, as all can affect
the ability of an organisation to
create value over time.

Understanding what matters most
to our stakeholders is fundamental
to being a purpose-driven
organisation. We consider these
priorities alongside potential impact
on our company and value created.

Natural
the environmental resources
that we rely on as a business, in
particular water.

Financial
our financial health, including
equity, debt and pensions.

Manufactured
our sites and assets, equipment,
networks and IT.

Our external environment
The way we operate as a business
is impacted by a number of external
factors that we must consider and
manage, whether they be political,
economic, regulatory, social,
technological or environmental.
	Read more on pages 28 to 35

Intellectual
knowledge, systems, processes,
procedures and the data we
hold.

People
the skills, capabilities and
wellbeing of our people.

Social and Relationship
open and transparent
engagement, our brand,
reputation and value we create
for our communities.
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Customers
Our customers sit at the heart
of our business. They expect
us to be always improving and
to deliver services sustainably,
at affordable prices while
supporting those in vulnerable
circumstances.

Communities
Water for life is a shared
responsibility so we constantly
work to build partnerships in
our communities with schools
and future customers as
well as interest groups and
local charities. Our employee
volunteering programme helps
to connect our employees with
the communities we serve.

Regional stakeholders
Our work, and the land we
manage, impacts a wide variety
of regional stakeholders, from
county and parish councils to
farmers and developers, and we
consult them to help develop
and execute our plans.

Retailers
Our retailers provide customer
and billing services to nonhousehold consumers across
our region. We work closely with
them, providing wholesale and
emergency services to those
customers.
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3. What we do

Employees
We are focused on attracting,
developing and retaining a
diverse and inclusive workforce,
while ensuring we always look
after their health, safety, security
and wellbeing.

We provide essential water services to 2.6 million customers, and
wastewater services to more than 4.7 million customers across Sussex,
Kent, Hampshire and the Isle of Wight. We do this while working hard
to enhance the health and wellbeing of our communities, protect and
improve our environment and sustain our economy.

Suppliers
We generate jobs, skills and
income through our capital
programme, supporting our
supply chain and our local
economy. We rely on our
suppliers to deliver our services
so these relationships are critical.

Precipitation (Rainfall) – The
drops of water in the clouds fall as
rain when they become too heavy,
or as snow if it is colder.
Condensation – As water vapour
rises, it cools and turns back into tiny
drops of water, forming clouds.

Transpiration – Trees and

Environment

plants draw up water from
the soil. This moisture then
escapes through their leaves.

We maintain and enhance our
natural environment, be that
reservoirs, catchments, rivers
or bathing waters. Each provide
space for wildlife, recreation, and
create value in terms of tourism.
We aim to protect and improve
our environment at all times.

Clean water supply works

– Water is collected, cleaned then
supplied through pipes to homes,
schools and businesses.

Sewers – After use,
dirty water is collected
for treatment to make
it safe to use again.
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Percolation – Rainfall eventually flows

into the nearest river or stream – or soaks
into porous ground such as chalk.

4
– Water is
2 Reservoir
stored here for later use.

Wastewater treatment works

5

– Dirty water is cleaned and safely
returned to the environment, mainly
via rivers and the sea.

1
River – Water is collected from
here and pumped to the reservoir
and the clean water supply works.

Water flow – Rain water runs over,
through or under the soil and collects
in rivers, which take it back to the sea.
Evaporation – The sun heats up water

on land and in rivers, lakes and seas and it
turns into a gas called water vapour.

Regulators
Regulators’ priorities help define
our five-year commitments so
we must actively engage to
influence and prepare for any
future market reform.

Investors
To ensure we add value for
our investors, we manage
risk prudently and provide an
appropriate return, when we
are able to. We also invest
their money in our assets to
provide growth and resilience.
Regulatory price controls
help to align shareholder
value with customer and
environmental priorities.
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4. How we do it
Our Water for Life Business Plan 2020–25 will take us closer to our ambition of
creating a resilient water future for customers in the South East. Developed following
extensive consultation with our customers and stakeholders, it will deliver significant
performance improvements, including a 15% reduction in leakage, improvements to
537 kilometres of rivers and a further 155,000 customers supported through financial
assistance schemes, with bills reducing by 18% in real terms.

Our five year strategy
Use water wisely

Fit for the future

Deliver great
service

Protect and improve the Environment

537km
of rivers
improved

18%

Reduction in bills
in real terms
	Read more on
operational
performance on
pages 74 to 99

Our materiality assessment
Understanding what matters most to our customers and stakeholders is fundamental
if we are truly going to be a purpose-driven organisation. We consider their priorities
alongside our own assessment of what has the biggest impact on our company and its
ability to create value.

	Read more about our materiality assessment on pages 64 and 65

Embedding risk and value processes into operations
Our risk and value (R&V) process underpins our way of working. It is improving our
decisions about how to invest, build and run our assets, and allows us to collaborate
more effectively with suppliers across our business.

Underpinned by our values
Our values are at the centre of everything we do. They govern how we do things
and allow us to build a solid decision-making framework.

Succeeding
together

Doing the
right thing

Always
improving
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Our business model continued
5. Delivering value to our stakeholders
Customers
In the short term: Delivering reliable services to our
customers is a priority. If and when they do need to
contact us, we provide easy access to our services, we
listen to them and meet their expectations. We ensure
that our bills offer our customers value for money
and that they are affordable to all. We provide Priority
Services to support those customers who find themselves
in vulnerable circumstances.
In the long term: As a provider of essential services, we
make a vital contribution to the long-term health and
wellbeing of customers in the South East. To continue
to do so, we need to ensure access to long-term
financing and meet the statutory obligations set out in
our regulatory framework, but we also need to invest in
infrastructure to improve the resilience of those services
in the future.

How we measure the value delivered
Operational delivery incentives (ODIs); C-MeX;
complaints; adoption of digital services; take up of
assistance schemes; total on Priority Services Register
	Read more on page 46

Communities
In the short term: Our volunteering projects connect
our employees with our communities, while at the same
time addressing local issues and supporting those in
need. Working with community interest groups and local
charities in this way means we can accomplish more
together. We also support tourism in the South East by
helping to look after its landscapes and beaches, and
by opening a number of sites to the public, supporting
our customers’ health and wellbeing through access to
relaxation and recreation.
In the long term: We work with local schools and
community groups to raise awareness about the value
of water and protecting the natural environment. By
managing our land responsibly and sustainably, we can
ensure the South East’s environment is left in a better
condition for future generations.

How we measure the value delivered
Number of people supported through our volunteering
programme; awareness of value of water; reduced
individual daily water usage.
	Read more on page 47
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Regional stakeholders
In the short term: Water for life is a shared responsibility
and we can only meet the challenges of climate change
and population growth in the South East by working
with our regional stakeholders, be that county or parish
councils, local landowners and NGOs. In order to
ensure their trust and confidence we must deliver on
what we promise and support the wider goals of their
communities. We can add value by leading on issues
of water efficiency, carbon reduction and improving
water quality.
In the long term: We plan to deliver on our commitments
to customers in an integrated, collaborative way,
using systems thinking to deliver solutions to regional
challenges. Examples of this would be the work already
started on a regional water grid through Water Resources
in the South East, or the energy and water strategies
created through our work with the Greater Brighton
Infrastructure Panel.

How we measure the value delivered
Annual perceptions audit
	Read more on page 47

Retailers
In the short term: Retailers rely on us to deliver wholesale
services i.e. meter installations for their customers on
time to enable the correct onward billing of water and
wastewater services.
In the long term: We collaborate with our retailers to
tackle market issues, exploring new ways of working and
different uses of technology. The biggest issue in the
market currently is the quality of data held in the central
market system. To help address this, we have long-term
plans in place to rectify the issues together with our
retailers and the regulator, MOSL.

How we measure the value delivered
Operational Performance standards – our performance
against market service levels on delivering wholesale
services; Market Performance standards – our
performance against market service levels on updating the
central market operating system with quality data following
a request for a wholesale service; and Retailer Satisfaction
(R-MeX) – a six-monthly retailer satisfaction survey.
	Read more on page 48
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Employees

Investors

In the short term: The health, safety, security and wellbeing
of every Southern Water employee, both physical and
mental, is a priority for us. Our Learning Zone – our new
platform containing mandatory, soft skills, management and
operational training modules – enables all of our employees
to grow their skills. Our bi-weekly Company Conversations
webinars, newly-established Employee Voice panel and
Speak Up platform ensure that every employee has a
chance to have their say on the issues that matter to them.
In the long term: We aim to foster a diverse, inclusive and
engaged workforce, where everyone feels comfortable
and motivated to succeed. This means we need to invest
in the development of both current and future employees,
ensuring that we have access to the right skills for the future.
Our plans to broaden our Learning Network to support
training in our communities supports this. Our refreshed
pension offerings also support our employees in later life.

How we measure the value delivered
Gallup engagement scores; diversity and inclusion
survey; gender pay; our culture dashboard, training and
development completed; internal progression, training
days delivered, percentage of employees supported
to study, employee sickness; health and safety (near
misses, accidents); pension contributions
	Read more on page 48

Suppliers

In the short term: Many of our shareholders are
pension funds so the potential income we provide
through dividends benefits a large number of people.
In order to give these shareholders confidence in the
way we do business we have committed to following
ESG (environmental, social and governance) practices.
This means operating in an environmentally and socially
conscious manner and upholding the highest standards
of corporate governance. Our core value of doing the
right thing means we act with integrity at all times.
In the long term: Our shareholders have put money
into our business, and see us as a stable, long-term
investment. As such we must work to provide an
appropriate return through a combination of short-term
dividend income and long-term growth. To ensure this,
we plan far into the future, investing in our infrastructure
to ensure the long-term resilience of the business and
the services we provide, managing risk prudently. Our
commitment to always improve drives innovations,
enabling us to find new solutions to shared challenges.

How we measure the value delivered
Totex outperformance; financing outperformance;
household retail cost to serve
	Read more on page 50

Regulators

In the short term: Our suppliers help deliver our
maintenance and enhancement projects across our
region, supporting thousands of jobs. While our operations
and suppliers are mainly UK-based, we do have a number
of third-party teams based overseas. We work closely with
our suppliers to address human rights issues.

In the short term: In order to ensure the trust and
confidence of our regulators, we need to reassure them
that we are working in the right way, meeting our statutory
obligations and constantly improving our performance, be
that customer experience, water resource management,
water quality or protecting and improving our environment.

In the long term: The jobs we support through our supply
chain help to develop the skills and knowledge base in
the South East. Exploring new technologies and working
collaboratively on innovative projects with them means
we can identify solutions that will make our services
better in the future

In the long term: By placing resilience at the heart of
our strategy, we are focused on delivery of long-term,
sustainable transformation of our business. This means
leaving behind the legacy issues of our past and focusing
on doing the right thing for our customers, communities
and the environment. This will ensure that we, and the
rest of the industry, improve our credibility and legitimacy.

How we measure the value delivered
Average time taken to pay invoices; number of
suppliers paid on time
	Read more on page 49

How we measure the value delivered
Improvement across our performance commitments
and ODIs; public value; regulator feedback and
successful completion of our transformation plans.
	Read more on page 50
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	We are investing in renewable energy to
help reduce our carbon footprint as part
of a series of measures outlined in our net
zero plan

Environment
In the short term: We are focused on meeting stringent
environmental consent levels to protect and improve
the quality of groundwater, rivers and coastal waters,
protecting these resources for future generations,
supporting tourism in the South East. We are investing
in renewable energy to help reduce our carbon
footprint as part of a series of measures outlined in
our net zero plan. In addition, we are investing in
catchment risk management, working with farmers and
landowners across our region. We are also exploring the
development of new water sources through our Water for
Life Hampshire programme, taking pressure off the Rivers
Test and Itchen.
In the long term: We are connecting our customers
to the value of water through our flagship Target 100
programme to reduce individual daily water usage to
100 litres per day by 2040. We are continuing our work
with environmental stakeholders on our Catchment
First programme. We are embedding natural capital
approaches into our planning and processes, and
exploring nature-based solutions to shared challenges
through local partnerships. Our long-term ambition is
to ensure our activities and investment enhance the
resilience of our natural environment by achieving our net
zero plan. We are keen to benchmark our performance
in this area and will be aligning our measures to the UN
Sustainable Development Goals and Science Based
Targets initiative, where appropriate.

How we measure the value delivered
Leakage; individual daily water usage and distribution
input; the Environment Agency’s performance
assessment (including pollutions, compliance, etc);
carbon footprint; waste recycling; natural capital
accounting; annual stakeholder perception audits
	Read more on page 49

Key for value delivered:
Short term
Within the current five-year investment period, to 2025

Long term
Beyond 2025, into the next investment period 2025–30
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Our business model continued
1. Our key inputs

Managing our value chain

Using six capitals thinking is helping us keep our responsibilities to customers, our communities and the
environment at the forefront when making business decisions.

Social
Value resulting from our relationships with
customers, communities, our wider society,
and stakeholders. Put simply, it is the trust
placed in us by these groups, which directly
relates to the impact that we have on them.
As a privately owned company, providing an
essential public service, our social capital
represents our social contract, which is just
as important as our operational license. Our
core value of doing the right thing drives this
behaviour and ensures we are considering
all our stakeholders in our decision making.
It also means staying in tune with the wider
impact of issues affecting society, such as
the COVID-19 pandemic, Brexit, etc, and
making sure that the services and support
we offer are appropriate.

Link to our risk(s):
Customer; COVID-19

Financial
Financial capital is how society measures
the value of something and it includes items
with a cash value, for example money, stocks
and shares. Although traditional, this is not
a very broad view of value. To consider our
total impact and value, we need to consider
salaries, profits and taxes. We also need
to look at other indicators of our financial
resilience including our credit rating and
gearing ratio.
Our services underpin our local economy and,
if we include our supply chain, our impact
increases. As a privately owned business,
transparency and legitimacy remain priorities
which is why we have made substantial
changes to our reporting and disclosures, as
well as making changes to simplify our financial
structure. We also introduced a Sustainable
Finance Framework which is described on
page 73.

Link to our risk(s):
Financial

People
Encompassing both our people’s wellbeing,
as well as the value they bring to our
communities. As such, it is not owned
by Southern Water but is delivered in
exchange for salaries and other benefits.
By understanding the value of our people,
we can take prompt action to address any
concerns. Our employees are Southern
Water, and we are committed to developing
a diverse and inclusive workforce that better
reflects the communities we serve.
By tracking factors such as an ageing
workforce, sickness rates, engagement and
diversity and inclusion programmes, we
can better manage risk and also seek out
opportunities to improve our workplace.

Link to our risk(s):
COVID-19; Resources; Financial
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Manufactured
This includes the physical objects that are
owned or controlled by us, such as our pipes,
pumps and treatment works, as well as our
IT systems and fleet. How we maintain those
objects is critical to the health and prosperity
of the South East. We need to ensure that
resources are used efficiently and effectively
and that we manage these assets sustainably
to ensure future service levels.
This means using systems thinking and
‘circular’ approaches to create value by
reusing resources and avoiding the creation
of waste.

Link to our risk(s):
Water; Wastewater; Financial
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Intellectual

Natural

This encompasses Southern Water’s
collective knowledge and information:
the data and information we manage
and generate, the information we share
with society and also our people’s skills
and know-how. It includes the intellectual
capital we share outside of the organisation
through disclosures, partnership working,
investments in innovations, and through
community education.
One of our values is always improving,
and this means looking at new ways of
working, finding quicker, cheaper, or better
approaches to save money so that we are
able to keep bills low for customers while
improving the services we offer.

In simple terms, natural capital is the stock
of environmental resources – ‘ecosystem
services’ that nature provides – that we
manage, use, and depend on.
These services include: the supply of
clean water, natural flood risk management,
improved air quality and health and
wellbeing benefits.
We will develop natural capital accounts
alongside our financial accounts as
a means of measuring and reporting
progress in this area.

	Read more on
natural capital on
page 71

Link to our risk(s):
Financial; Climate Change; Resources

Link to our risk(s):
Resources; Financial
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Our business model continued
2. Our key
relationships

Customer and stakeholder engagement
is key to our decision-making

Customers
Why we engage
We are privileged to be able to provide essential public services to our region and to be taking a lead to create a resilient
water future for customers in the South East.
• Doing the right thing – Ultimately it is our customers’ investment that helps to build and maintain the infrastructure that
supports these services. As guardians of this investment, engaging with customers is crucial to ensure we understand and
take into account their views.
• Always improving – Customers expect a great level of service and by engaging, listening and acting we are able to
innovate and improve where it matters most.
• Succeeding together – We all play a role in protecting our resources and the environment around us, which we can only
do by working collaboratively with our customers and regional partners.

Key interests:
Customer service and operational performance; affordability and vulnerability; leakage and water efficiency; resilience;
environmental impacts; community investment; data protection.

How we engage:
In 2018 we developed our Participation Principles. These are our guiding framework for customer engagement, designed
with our brand values at their heart.
• Doing the right thing – We start by thinking about participation first, so that it is easy and accessible for customers to
engage. We are inclusive in our approaches, ensuring that we explore the diversity and different experiences of our
communities. We then integrate multiple sources of insight and bring it together defining clear customer voices.
• Always improving – We innovate in our approaches and are open to challenge to find new and engaging methods for
customers to participate. We design approaches that are iterative so customers can get closer to the detail of our industry
and share learning from others.
• Succeeding together – We collaborate with others, sharing best practice by partnering and building relationships over
time. We share plans to link up different programmes of activity that allow customers to have an ongoing, two-way
dialogue on our current performance and future plans.

Outcome of engagement:
Our engagement focuses on our strategic planning, improving the experience to our customers and being efficient in how
we operate. Our customers are central to our strategic planning with engagement driving investment and focusing our
activity. To improve the experience our customers receive we engage on areas such as how best to support those that need
it most through our billing and service, how to manage through a supply interruption and ensuring the right channels are
available. In many areas working together with customers is a highly efficient solution, so we engage to ensure we deliver
the right impact, such as reducing water consumption or minimising blockages in our sewers.

Where we are going:
For us, the aim of our engagement is to have customers actively participating in the creation of resilient water future for the
South East. This means having the customer at the heart of the organisation through engagement on all our key programmes,
continuous dialogue and providing leadership through the support we provide. Following our last price review, we launched
our participation strategy focused on setting up continuous insight programmes to integrate alongside our decision making.
In 2020–21 we focused on increasing the inclusivity and range of continuous programmes – launching Water Futures 2050
(our young persons’ group) and Water Futures 2030 (our household customer panel). As we move into the next year our
focus will be to share our Water Futures views with our teams, driving real action for our customers.
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Regional stakeholders

Communities
Why we engage

Why we engage

Our services enable communities, which
is why we work hard to keep improving
our services, working with our customers
where we can to build trust, respect and an
understanding of the impact our work has on
their everyday lives. By engaging constantly
with our communities we can be sure that
we understand what matters most to them
so we can develop solutions together.

It is vital that we ensure that the views of
county and parish councils and interested
landowners and developers are captured in
our planning and decision-making. Building
relationships with these groups is vital to
protecting and enhancing our reputation.
We need to deliver on what we promise,
responding to key people in the community
on regional, local and political issues.

Key interests:

Key interests:

Trust, transparency and legitimacy; community
investment; environmental impacts

Resilience; customer service and
operational performance; environmental
impacts; trust, transparency and
legitimacy; land management and access;
community investment

How we engage:
We do this in person, particularly where our
capital infrastructure schemes might have
a direct impact on customers’ daily lives or
where we want to work collaboratively to
find shared solutions to a particular problem.
We also engage with groups on social media
and provide ‘what’s happening in your area’
information on our website. We also run
regular workshops (online at the moment
due to COVID-19) and develop community
partnerships, through our charitable,
volunteering and grant schemes.

Outcome of engagement:
By talking to and working with our
communities, we are starting to build mutual
trust. Where we have difficult issues, such as
ageing infrastructure or a large development
scheme, we know that involving our
customers in working towards a solution is
critical. These relationships are helping us
to better plan for the future.

	Read more on
pages 42 to 43

How we engage:
Liaising with key individuals and
organisations such as MPs, local authorities
(CEOs, leaders, senior councillors),
environmental groups and more. This can be
from weekly calls, to briefing and presenting
to key authorities, and the stakeholder
workshops that we organise each year.
In terms of engagement with developers,
we attend industry events, conduct market
research and surveys, and we also hold
account meetings and customer forums.

Outcome of engagement:
Effective and timely engagement ensures
plans and priorities are understood by
key partners. Maintaining regular and
transparent contact with key developers
in our region also improves our developer
satisfactions (D-MeX) score over time.

Where we are going:

Where we are going:

We are refreshing our community funding
scheme to offer grants to our regional
charities, as well as local non-registered
charities, e.g. community groups/’Friends of’
groups, for the first time. We are exploring
opportunities to offer our communities
training, meeting room space and storage.
Our new customer and employee steering
group will ensure we build stronger
relationships with our communities.

Our Stakeholder Engagement Management
team has been set up to engage with key
stakeholders, helping to inform them about
our current business plan and how we can
work together. For our developers, we
have launched a new application portal,
Get Connected, which will enable customers
to track their application from end to end.
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Our business model continued
2. Our key
relationships
continued

Retailers
Why we engage

Why we engage

Our retailers offer customer services
to commercial and industrial (nonhousehold) customers, while we
supply wholesale services. We
welcome feedback from our retailer
customers – good and bad – to identify
opportunities to improve our services.
Our engagement principles allow us to
review our plans effectively to ensure
they are meeting the needs of our
customers. Responding and acting
on feedback we receive is key.

We want our employees to be proud to work for
Southern Water. There is also a clear business
case for engagement, as higher engagement
leads to an increase in productivity. Gallup states
that this increase could be as much as 21%, while
at the same time the cost of disengagement is
34% of a disengaged employee’s annual salary.
It also suggests organisations with high employee
engagement have fewer health and safety
incidents, they are around 48% safer.

Key interests:
Improved meter, property and
customer data

How we engage:
We have eight engagement
mechanisms which include industry
events, market research, social
media, customer account meetings,
website, customer forums, surveys
and action groups.

Outcome of engagement:
For our retailers, improving in the
quality of data we provide will help with
more accurate onward billing to nonhousehold consumers. This combined
with maintaining good levels of service
will help deliver strong operational
performance and an improved industry
Retailer Satisfaction (R-MeX) position.

Where we are going:
We have continued to work on driving
down the number of meters that
have not been read for a long time,
the highest priority data issue in the
non-household market. We have
collaborated with our largest retailer
Business Stream on a 12-month project,
which will see the improvement of
data. Additionally we are working
with our field teams to help resolve
further meter data issues for our
other retailers.
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Employees

Key interests:
Health, safety, security and wellbeing; fair
and equal pay; diversity and inclusion; career
progression

How we engage:
We run an annual employee engagement survey
using Gallup’s Q12, which is supported internally
by Workplace campaigns. A series of bi-weekly
webinars – Company Conversations – are hosted
by our CEO and we supplement these with virtual
roadshows (whole company or individual teams).
Our digital Learning Zone enables employees
to register themselves for a range of mandatory
training, and people skills and self-development
training. Our managers, meanwhile, receive regular
updates and toolkits from our People team.

Outcome of engagement:
Our Gallup engagement scores are increasing
year-on-year; our overall engagement score has
increased from 3.75 to 3.89. A move of 0.1 or more
in organisations with more than 1,000 employees is
considered a ‘meaningful’ improvement by Gallup.
We have launched our digital Learning Zone to
help employees to progress their careers. Around
10% (217 people) have or are undertaking studies
as of March 2021; this represents a 5% increase
from 2019–20. We also now offer ‘upskilling’
apprenticeships for our internal employees
to progress their careers. Regular updates
from managers have increased wellbeing and
satisfaction within teams.

Where we are going:
We have established a new Employee Voice
Group, which includes members of our Board
and Executive and this is supported by employee
‘listening’ groups throughout the year. The
group will ensure employees, many of whom are
also our customers, contribute to our strategic
decision-making.
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Suppliers

Environment

Why we engage

Why we engage

We value the role our partners play in
helping us to deliver a quality service to our
customers. Working collaboratively with them
is key to the success of our business. We
have processes in place to ensure that all
suppliers of significant spend, or in high risk
areas, have a full qualification assessment.
This is either as part of the requirement
of the Utilities Contract Regulations 2016
or separately. This assessment includes,
but is not limited to: corporate and social
responsibility, environmental impacts, health
and safety, modern slavery, information
governance and data protection.

To deliver water for life, we must protect and
improve our environment. We engage with
interest groups, as well as environmental
regulators, non-governmental organisations,
campaigners and local communities to find
shared solutions to environmental issues.
We are all facing the same challenges, such
as climate change and population growth.
Our partnerships with other regional water
companies and local councils mean together
we can deliver more impact.

Key interests:
South East economy; responsible supply
chain; human rights; resilience

How we engage:
During the year we created a supplier
portal, linking from our website, to signpost
impacts and guidance for our supply
chain, and an internal contract manager
helpdesk for our employees, to enable interdepartment collaboration and overcome
remote working constraints. We also issued
guidance to our employees and supplier
partners on how to access support and
where to directly intervene. Our suppliers
were offered access to an online forum to
provide leadership and drive collaboration,
developing future resilience.

Outcome of engagement:
We have successfully mitigated the potential
impact of both COVID-19 and Brexit,
ensuring no significant impacts in our supply
chain as a result. Furthermore we have
established robust working practices as a
platform for ongoing collaboration.

Where we are going:
We continuously strive for improvement with
our suppliers, looking a new innovation and
efficiency gains in processes to meet the
needs of our customers and stakeholders.

	Read more on
pages 42 to 43

Key interests:
Resilience; climate change; environmental
impacts

How we engage:
We regularly host workshops with
environmental stakeholders, including
via our Strategic Environment Panel, to
understand their priorities and how we can
work together to add value. Our Insight
team also works with a number of customer
groups to conduct research projects
throughout the year, including our Water
Futures 2030 youth panel.

Outcome of engagement:
These stakeholders tell us that working
together is the best way to ensure resilience
of our natural environment so we are always
looking to identify new ways to deliver
improvements, and engage with them to
deliver shared environmental outcomes. For
example, we are working with both the Wildlife
Trusts and the Rivers Trusts in the South East
on a number of exciting projects, including the
restoration of the Sussex kelp forest.

Where we are going:
We are establishing an Environment, Customer
and Climate Change advisory to advise our
CEO and Board as they establish the longterm ambitions of the company. Our Board
has also agreed to additional investment over
the next four years on targeted projects, run
in partnership with bodies such as the Wildlife
Trusts and the Rivers Trusts, which will deliver
increased carbon storage, improved water
quality, reduced flood risk and increased
health and wellbeing.
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Our business model continued
2. Our key
relationships
continued

Regulators
Why we engage

Why we engage

Our price and service quality is controlled
by economic, quality and environmental
regulators, who exist to help protect
the interests of our customers and the
environment. Meeting the expectations of
each regulator and our stakeholders requires
open and continuous dialogue to ensure any
regulatory changes align with their priorities.
As such, maintaining good relationships
enables us to influence future reform.

Investors are integral to the ongoing financing
of the business. Revenues from customers
are not large enough to fund the level of
investment that we are making, and it makes
sense that these long-term investments are
financed on a long-term basis. Therefore
we are regularly looking for financing/
refinancing from the financial markets in order
to fund our long-term investment. Engaging
with investors on a regular basis improves
our access to these financial markets and
ultimately ensures we can obtain funds as
and when they are required.

Key interests:
Political and regulatory environment;
resilience; trust, transparency and legitimacy

How we engage:
We hold regular meetings with all our
regulators to ensure two-way dialogue,
and that they have an accurate view of
our performance and compliance with
our statutory obligations, with particular
focus on improving via our transformation
programme.

Outcome of engagement:
Our regulators assess our comparative
operating performance against the other
water and wastewater companies in
England and Wales, with the Drinking Water
Inspectorate (DWI) assessing performance
in drinking water quality, the Environment
Agency (EA) assessing performance in
water resources and wastewater, and
Ofwat assessing customer satisfaction
and economic outcomes.

Where we are going:
Our vision is to create a resilient future
for our customers in the South East which
means we need to deliver a step change in
our operational performance while investing
in our infrastructure, new technologies
and innovations to ensure future supplies.
We need the support and guidance of our
regulators in order to achieve this.
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Investors

Key interests:
Stability and predictability; Environmental,
Social and Governance (ESG) credentials;
resilience

How we engage:
We regularly update investors with our biannual investor reporting that is published
on our website, as well as conducting
investor calls. When measuring ESG
performance investors are looking at
operational performance, cost of financing
and our ESG strategy and are looking for
improvements on these areas relative to
our peers.

Outcome of engagement:
We put in place a sustainable financing
framework in May 2020 and this links
investment to qualifying capital projects.
We have raised two sustainable bonds
during 2020–21.

Where we are going:
We have ongoing financing requirements
throughout this investment period so we will
continue to engage with our investors on a
regular basis. We will further develop our ESG
strategy and reporting in the coming year.
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Our approach to materiality

Our s172(1) Statement

Our materiality assessment informs
decisions about what we report in
documents such as this Strategic
Report and ensures we understand
key stakeholder priorities and
consider their interests, helping us
create value in the long term.

Our directors are duty bound to
promote the success of Southern
Water for the benefit of its
stakeholders, paying attention to:
the consequences of any decisions,
the interests of employees,
relationships with suppliers,
customers and partners, the impact
of the company’s operations,
standards of business conduct, and
the need to act fairly at all times.

Read more on pages 64 to 65

Read more on pages 66 to 69

How the Board is
kept informed of
stakeholder views
The Board is kept informed of
the views and opinions of the
company’s stakeholders, including
its regulators, suppliers, investors
and government. The company’s
Chairman and Chief Executive
Officer regularly attend meetings
with government bodies such
as Ofwat, the Department for
Environment, Food and Rural
Affairs, the Environment Agency
and Drinking Water Inspectorate.
Read more on pages 66 to 69
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Our business model continued
3. What we do

Our vision is to create a resilient water
future for our customers in the South East
The water cycle

Our use of water and its return to the environment is a continuous cycle, and managing our impact at
every stage is critical to protecting future resources. Our environment is constantly changing, and it is
essential that we can adapt and prepare for the challenges of population growth and climate change.

Water is collected

Water is cleaned

Clean water is put into
the supply

About 70% of the water we
supply comes from groundwater
(water stored underground in
aquifers), 23% is abstracted
from rivers and 7% comes
from our reservoirs.

Our 81 water supply works
treat raw water to the highest
standards, making it safe
to drink.

Associated risk

Associated risk

Associated risk

In our densely-populated
and water-stressed region,
we must balance the need to
supply high-quality water to
our customers with the need to
preserve our natural resources.

Failure of key infrastructure
could result in a risk to public
health due to reduced water
quality and/or disruptions
to supply. We use several
chemicals in the treatment
of water which, if not handled
correctly, could result in
injuries to employees and/
or customers. Catchment risk
assessments inform our raw
water monitoring programme,
ensuring we are sampling for
relevant substances to inform
the treatment requirements.

If we fail to meet required
standards, public health could
be put at risk, our customers
could experience supply
disruption or a reduced water
quality. We may also experience
increased leakage from
our network.

Our 13,972-kilometre network,
205 service reservoirs and
28,169 pumping stations deliver
a continuous supply of clean
water to our customers at an
acceptable pressure level.

Maintenance and development
We constantly monitor our water and wastewater sites and networks, conducting maintenance and
developing new infrastructure to make sure they are meeting the standards set by our regulators.
Failure to monitor, maintain and, where required, increase capacity of our water and wastewater
sites and networks could pose risks to public health, and result in disruptions to supply, injury to our
employees or customers, and damage to property.
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Customers enjoy our water

Wastewater is collected and treated

Customers are billed

Customers across the South East
go about their daily lives enabled
by a supply of safe, clean drinking
water and the removal of wastewater
from their homes and businesses.
In 2020–21, we put 563 million
litres per day into supply.

Our 39,835 kilometres of sewers and
3,444 pumping stations collect wastewater
from our customers’ homes and
businesses, and from the drains outside.

Our Customer Service teams
calculate and distribute customers’
bills, handle payments and manage
any related queries.

Associated risk

Associated risk

Associated risk

If we do not constantly look to improve
and maintain high levels of service and
quality, we run the risk of not fulfilling
our obligations to customers, to provide
high-quality drinking water and protect
rivers and bathing waters.

If we do not remove wastewater
effectively and manage our network,
we may cause sewer flooding,
environmental pollution and
unnecessary distress to our customers.

Errors in our billing calculations or
customer information could lead to poor
levels of customer satisfaction, and a rise
in contact and complaints, which could
damage the company’s reputation and
increase our operating costs. Failure to
properly protect customer data could
also lead to significant fines under Data
Protection (GDPR) and Networks and
Information Systems (NIS) directives.

Each day, 758 million litres of wastewater
are carefully screened, filtered and
treated at our 367 treatment works,
meeting strict environmental standards
before being returned to the environment.

Potentially hazardous substances
and processes are used that could
cause injury. Varying rainfall patterns,
extreme weather events and rising sea
levels all contribute to an increased
risk of flooding if our infrastructure is
overwhelmed. This could also lead to
contamination of water supplies and
infiltration/inundation of our sewers.

Ensuring future supply

Associated risks

We continually look for new ways to make our services
better, safer, faster and cheaper, working with our partners
and communities to find shared solutions. We are always
improving to ensure a resilient water future.

At each stage of the cycle there are several opportunities and
risks, including penalties and rewards applied by Ofwat where
we meet or exceed performance targets. We always seek to
maximise opportunities, while also identifying, managing and
mitigating any risks.
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Our business model continued
4. H
 ow we do it.

Our purpose is to provide
water for life to:

Our long-term environmental,
social and governance ambitions
inform our five-year strategy
Our long-term strategic ambitions
Improved and affordable services

enhance
health and
wellbeing

protect and
improve the
environment

Encourage and inspire our
employees to embed themselves
in community projects through
volunteering and local
partnerships, building long-term
relationships and mutual trust.

Efficient use of resources

Enhanced value from
our environment

Generate value from wastewater:
recycling of wastewater, recovering
valuable minerals and bio-solids for
agriculture and gas for energy, reducing
leakage and increasing customer use
of grey water and rainwater.

Systems thinking for a resilient future

sustain the
economy

Engaged communities

Ensure easy access to high-quality
customer services, clean safe drinking
water without interruption, and the
treatment and safe return of wastewater
to the environment. At the same time,
we are working collaboratively with our
peers to end water poverty by supporting
customers in financial hardship, providing
support through our Priority Services to
those who need it most.

Analyse our entire system and all its
linkages, enabling us to find the best
all-round solutions. Mitigate challenges,
namely the impacts of climate change
and population growth by working with
infrastructure partners across the South
East to ensure the future planning of
‘connected systems’ of water, energy,
communications and transportation.
Water is utilised as part of an economic
growth strategy.

Adopt a natural capital approach
to manage and measure our
progress, ensuring we take
account of the wider environmental
value, for example, delivering
nature-based solutions instead or
alongside more traditional end-ofpipe engineering solutions.

Risk and value at the heart
of our plans
Ensure planning is a collaborative
process, with decisions about how
to invest, build and run our assets
based on shared insight and risk
assessments from our teams and
supply chain, delivering costeffective data-based solutions to
business issues.

Underpinned by our values
Ethical decision-making and modern compliance
frameworks, alongside our vision, purpose and values,
help our leadership team, employees and partners make
better decisions every day.
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Succeeding
together

Doing the
right thing
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In our Water for Life Business Plan 2020–25 we outlined a number of long-term
outcomes that demonstrated a step change in collaborative action with customers
and stakeholders to co-create a preferred, shared future for water in the region.
These outcomes emerged from customer insights, regulatory expectations, and
operational imperatives and included a focus on: recycling; clean rivers, lakes,
reservoirs and coasts; collaborating to ensure a resilient economy for the South
East; innovating to create sustainable communities and helping our customers
recognise the value of water in their daily lives. The long-term environmental,
social and governance ambitions discussed below will help us achieve these
long-term outcomes and our vision of a resilient water future.
Read more about our approach to sustainability on pages 63 to 73

Our five-year strategy
Deliver great service
We are focused on delivering clean, safe
water, through a reliable, future-proof
network, at a price that everyone can
afford, and with great customer service
at every step. Our improvements to
the water network include hundreds
of kilometres of new water mains, and
refurbished treatment works. This will cut
supply disruptions, while maintaining the
same clean, safe water we all need.

Read more on pages 80 to 85

A learning organisation

An employer of choice
Build a workforce that is reflective of the
communities we serve, fostering a culture
where everyone can be themselves,
driving better decision-making and
improving performance.

Create a community-focused
Learning Network, working in
partnership with our supply
chain, local councils and
regional centres of learning
to create the skills we need
for a resilient future.

Use water wisely
We are reducing the amount of water
lost to leakage with large investments
to upgrade and replace our mains. We
are investing in more automation on our
network and we are working with local
authorities and developers to encourage
the building of new homes that use the
latest water-efficient technology. Our
Target 100 water efficiency programme
will help partners across the region work
together to reduce our water use.

Read more on pages 86 to 87

Resilience and climate change

A sustainable water cycle

Focus on climate change adaptation
and risk management, alongside a
reinvigoration of Water Resources South
East (WRSE), looking 80 years into the
future to deliver infrastructure which
safeguards water supplies in drought.
Similarly, our Drainage and Wastewater
Management Plans (DWMPs) and Pollution
Incident Reduction Plan (PIRP) set out how
we intend to extend, improve and maintain
a resilient drainage and wastewater system.

Sustainable water sources for
the future, enabled through our
transformational programmes –
Catchment First, Networks 2030,
Sustainable Drainage 2030 and
our demand reduction Target 100
initiative – ensuring our services
for future generations.

New solutions to shared challenges

Partnerships protecting
our economy

Look within and outside our sector to
find those innovators who can help us
develop concepts into solutions we
can use. Our innovation hub, bluewave,
combines lean start-up and designthinking approaches and involves active
collaboration and co-creation with
customers and other stakeholders.

Work with our environmental and
community partners to maintain
and enhance our reservoirs,
catchment land, rivers and
bathing waters providing a home
for wildlife, areas for recreation,
creating a resilient water future.
Ensure that we articulate the
income generated from water
tourism to our stakeholders.

P
 rotect and improve
the environment
We are working with a range of partners
to protect the environment. This means
going beyond just doing no harm to
enhancing our natural world. Over the
next four years we plan to invest close to
£1 billion in improvements that will deliver
environmental benefits, improving the
region’s rivers and many of our bathing
waters, reducing flood risks, cutting our
carbon footprint, and supporting schemes
that improve the precious biodiversity
of the South East. We will completely
transform our sewer network, using smart
technologies to predict and prevent sewer
blockages and burst pipes.

Read more on pages 88 to 93
Fit for the future
We are looking far ahead, to ensure
future generations enjoy the same access
to water in the decades to come as we all
do today. The South East is already a drier
region than most in the UK, and climate
change is going to make it increasingly
difficult to supply the water we all need.
That’s why we are already working in
partnership with other organisations
and experts – through programmes like
Networks 2030 – to start building an
innovative, automated network and a
more reliable future for water. We are also
generating biogas and green energy at
our wastewater treatment sites.

Read more on pages 96 to 99

Southern Water Annual Report and Financial Statements for the year ended 31 March 2021

55

STRATEGIC REPORT

Our business model continued
5. Delivering
value to our
stakeholders

Delivering a positive impact for our
employees, communities and suppliers
Employees
We directly employ more than
2,200 people in Kent, Sussex,
Hampshire and the Isle of Wight,
as of 31 March 2021, not including
those employed by our partners.
Collaborating effectively with our partners is key
to the success of every aspect of our business.
Whether solving IT issues, supporting major
construction projects, maintaining the buildings
we work in or the systems we use, our partners,
working with our employees, enable us to meet
our customers’ priorities.

Promoting equality and diversity
We are committed to creating a diverse
and inclusive workforce that represents the
communities we serve. As an equal opportunities
employer, we do not discriminate on the grounds
of age, disability, nationality, ethnicity, sex, race,
religious or cultural belief, sexual orientation
or gender identity. We embrace diversity of
all backgrounds, cultures and perspectives,
and offer career opportunities based solely
on each employee’s ability to undertake their
duties and responsibilities.
This is a key pillar in our People Strategy, and
we are proud of the progress we have made
to increase diversity and inclusion (D&I) this year.
Our commitment to D&I has been recognised
by our placement in the Inclusive Companies list
of Top 50 UK Employers.
We have hired an Inclusion and Engagement
Partner and worked together to complete our
first inclusion survey to benchmark us against
our peers and identify how we can improve as
part of our D&I strategy. A total of 58% of our
employees responded to the survey and we
have acted on areas for improvement identified
in the results, such as introducing mandatory
equality, diversity and inclusion training to help
colleagues understand what they can do to build
an inclusive culture. We also hosted a series of
confidential interviews to understand more about
employees’ individual experiences. Meanwhile,
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20 employees, including members of our
Executive Leadership Team, are participating
in diversity-themed mentoring schemes.
We have carried out a series of cross-company
‘sprint’ exercises and focus groups to develop
our D&I strategy and ensure this topic remains
a high priority in all initiatives within the
organisation. We also appointed a recruitment
specialist to develop an inclusive talent attraction
and retention plan. This builds on our interview
training for managers to ensure they can recruit
effectively within our competency framework
and are aware of the impact of unconscious bias.
One of our ongoing challenges is attracting
female employees to our operational and
engineering roles, in what has historically been
a male-dominated industry. Overall, only 24%
(2019: 27%) of our employees are female across
the entire company. To address this, we are
working to ensure our recruitment processes
attract all genders and are free from bias.
We marked International Women’s Day, as we do
every year, by sharing interviews about women’s
experiences of working in our industry. We also
asked colleagues to show their support and
share their own experiences and advice through
our Women’s Network.
In line with gender pay gap legislation, we
report on data relating to salary, bonus and
distribution of pay within Southern Water.
Though the Government extended the deadline
for publishing data for 2020 to October 2021, we
prepared our report for April as usual. Our report
revealed that – based on the median of all our
employees’ salaries – our gender pay gap in
2020 was -2% (2019: 2.4%) in favour of women.
We are pleased that we have reduced our pay
gap by 4.4% since last year; the national average
is close to 5%.
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0.27

reportable
injuries per
100 full-time
employees
Despite this progress in eliminating our hourly
gender pay gap, we are disappointed to observe
only a small reduction of our bonus gender pay
gap. Based on the median of bonuses awarded
to employees, our bonus gap was 35.03%
(2019: 38.9%). As bonuses are proportionate
to salary, people in higher paid roles receive
higher bonuses. In the reporting period, more
male employees held senior roles than female
employees and this contributed to the gap.
Although we have had some success attracting
more women into management roles, we have
more work to do and are keen to create an
increasingly inclusive organisation through our
ongoing D&I strategy.
Our report on gender pay is available at:
southernwater.co.uk/gender-pay-gap.

Health, safety, security and wellbeing
The health, safety, security and wellbeing
(HSSW) of our employees, supply chain and the
communities where we operate continues to be
a priority and has been central to our response
to COVID-19.
Throughout 2020–21, our performance
remained strong in relation to our peers. We
achieved 0.27 (2019: 0.32) reportable injuries per
100 full-time employees, improving on our target
of 0.29. We saw a reduction in serious accidents
and the amount of lost time. Conversely, the
number of non-lost time, low-impact accidents
has increased. These trends are broadly due to
interventions implemented in the previous year,
a better reporting culture and the fact that our
main offices were largely empty due to 1,700
employees working remotely, in line with the
Government’s guidance.
Major supply partners included in this incident
rate are: Siemens, MTS Cleansing Services,
Cappagh Browne, GSF, MGJV, Galliford Try
Southern Water Partnership, PN Daly, Trant
Engineering, 4D Woolston, Costain MWH
Delivery Partner and Clancy.

Our key focus for this year has been our
response to the pandemic. Our activities
included:
• implementing controls to ensure our
operational activities can continue in a
COVID-19 safe way by removing staff
from potential virus transmission risk and
implementing ‘hard’ controls in areas where
employees had to continue to work to ensure
provision of service

1,700

employees
worked remotely

• providing guidance and support to employees
working from home
• maintaining compliance with our policies,
despite the additional complexity of the
pandemic
• developing joint industry practice with both
our supply chain and the wider water industry,
supporting government initiatives and policy
(for example, by restricting our societal impact).
All teams, both office and field-based, have
adapted to new ways of working and all our
workplaces are now COVID-19 secure. We
continue to stringently follow the Government’s
guidance, monitor the situation and adapt our
plans accordingly.
We are now preparing to deploy the second part
of our HSSW Transformation Strategy, which
is supported by a 10-year plan that focuses
on key areas such as: removing people from
risk, improving culture, risk-based assurance,
improving insight and ‘unpacking’ our data sets.

Promoting employee wellbeing
While the impact of getting safety wrong can be
severe, we recognise health must be taken just
as seriously.
As part of our response to COVID-19, we
have provided support for employees whose
wellbeing was affected by the pandemic. We
extended dependency leave and offered selfisolation support to around 450 colleagues.
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Our business model continued
5. Delivering
value to our
stakeholders
continued

Employees continued
In addition, we reviewed our HR policies and
updated them to reflect some of the challenges
and risks of employees spending more time at
home, including supporting employees at greater
risk from domestic violence. We also launched a
HSSW newsletter with updates about wellbeingrelated developments, advice and signposts
to our Employee Assistance Programme and
other support.
Our wellbeing programme continues to be
enhanced. In December, we gave all employees
access to the digital mental health platform
Unmind. This reinforces our commitment to
the Time to Change pledge – signed by our
Chief Executive in 2017 – which aims to end
the stigma around mental health. The app
provides resources and support in areas
such as relationships, sleep, stress and more.
A ‘plus one’ feature also allows employees to
offer the app to a friend or family member.
As part of our HSSW Transformation Strategy,
we are developing a wellbeing programme
that is inclusive and based on input from
colleagues. We recognise physical and mental
health are only two aspects of wellbeing and
we are developing our programme to address
additional areas, such as financial, career and
social aspects. We are also exploring ways to
benchmark employee wellbeing so we can
evaluate our offerings in future.

Developing talent
We are committed to developing our employees.
Our emphasis in 2020–21 has been on making
sure learning can continue in a COVID-19 safe
way and giving our employees the skills they
need to navigate new ways of working.
Overall, we supported 10% of employees with
focused training through a comprehensive
range of formal learning such as apprenticeships
and qualifications, as well as offering informal
learning such as day courses and certifications
to the rest of the business.
We recognise managers play a key role in
helping us drive business performance and
improvement. At the start of the pandemic,
we ran a manager readiness survey to identify
how we could best support them and their
teams. Based on the responses, we created a
training session focused on the manager’s role
in performance management and engagement.
More than 100 managers attended the
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programme from October to December 2020
and over 80% rated it either good or excellent.
The readiness survey also identified that
managers wanted to become more confident
with virtual recruitment, on-boarding and
communication. So we provided a range of
online guides and virtual skills sessions to enable
the business to adapt to remote working.
To allow learning to continue during the
pandemic, we transitioned much of our learning
online. We introduced LinkedIn Learning for
relevant teams and gave all employees access
to this training portal’s catalogue of over 15,000
courses spanning business, creative and
technical skills. Meanwhile, our technical training
team has produced 46 eLearning modules
to date and is about to release a new suite
of Environmental Toolbox modules. We have
also switched many of our Business Essentials
courses to virtual events and introduced new
courses such as Managing Remote Teams and
Resilience training to support colleagues during
the pandemic.
We are particularly proud to have offered more
apprenticeships this year. We increased our use
of our apprenticeship levy to 81% by the end of
2020 and the number of apprenticeships across
our business has grown from 19 to 100. We have
taken on new apprentices in Commercial and
Procurement Services and created a number
of apprenticeships for existing employees
at all levels. Some of these programmes are
accredited, allowing apprentices to gain a
professional certificate following successful
completion of the programme.
We have continued the roll-out of our EU Skills
recognised Water First Operator training, which
focuses on ensuring all our water operators are
at a consistent Level 3 standard. 56 employees
from the 2019 cohorts have completed the
programme and another 15 employees started
this year.
Following the launch of our Operator/Maintainer
programme for wastewater employees last year,
completion of the eLearning is currently at 82%
after learning moved online and practical training
was paused during lockdown. Building on the
success of these two training programmes,
we are bringing first aid training in-house
and preparing to start delivering our Network
Inspector programme.
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75%+
To bring all of our learning and development
initiatives together and increase employees’
awareness of development opportunities, we
have launched a unified learning offering called
The Learning Network. Through a single online
system, employees are able to browse our entire
catalogue of learning, complete video-based
modules and book onto virtual sessions, handson training and face-to-face events.

A great place to work
While our transformation continues, engagement
from our workforce is crucial to delivering and
maintaining the necessary changes. During
2020–21, employee engagement has been a
continued area of focus as we strive to achieve
our ambition to be a great company to work for.
In early 2021, we completed wave four of our
Gallup engagement survey. We saw positive
progress against every question, our overall
satisfaction improved markedly and our
engagement ratio (actively engaged: actively
disengaged) was our best yet. Those who
joined the company in the last year reported the
highest engagement, despite joining during the
pandemic. We believe this reflects the work we
have done to support COVID-19 secure ways
of working on-site and in the field, as well as
successful remote working practices.
For the second year in a row, our scores
around business ethics showed meaningful
improvement, indicating more employees
believe we will do the right thing – a core pillar
of our transformation. Based on insights from
the survey, our line managers are working with
their teams to address areas for improvement,
with support from our team of trained
engagement coaches.
Our engagement survey is just one way in
which the views of our workforce are considered.
We encourage two-way conversations between
employees and our leadership team, as this
enables our employees’ interests to be factored
into our decision-making. To continue these
open and honest conversations while the
majority of our employees are working remotely,
we launched Company Conversations. During
these fortnightly virtual events, which are open
to all employees, members of our Executive
Leadership Team talk and answer questions on
themes voted for by employees.

To foster engagement and acknowledge the
efforts of our employees, we have also launched
STARS (‘say thanks and recognise success’).
Employees can share recognition for each
other through an online platform. The initiative
is linked to our rewards scheme, allowing
recipients to claim perks such as vouchers or
charity donations. In early 2021, we also invited
employees to nominate teams and colleagues
for our first STARS Awards. Prizes were available
in a host of categories linked to our values and
transformation. The winners were announced
at a virtual awards ceremony in April.

of our
employees are
registered on
Workplace – our
internal social
media platform

Another way we are recognising the
contributions of our people is by telling their
stories both internally and externally. During
the pandemic, we launched a series of internal
podcasts called On the Frontline which focused
on how our ways of working had changed during
the pandemic. In October, we launched Water
Stories on our website and social media to share
short testimonials from employees about how
they help to deliver water for life.
In February, our third ‘Values Week’ focused on
doing the right thing. The week highlighted some
of the ways we demonstrate this value across
our organisation. As well as sharing examples
from across our business, we asked employees
to nominate colleagues who do the right thing
for our customers, our colleagues and our
environment for a STARS Award.
We continue to use our internal social media
platform, Workplace, to give employees a
forum to share news and events throughout
the business. Over 75% of our employees have
registered and the platform is regularly used to
circulate updates and success stories, organise
polls and arrange company and social events.
We have also begun redefining and
reinvigorating our Employee Value Proposition
to challenge perceptions of what it is like to
work in our industry. This will extend beyond the
tangible elements such as benefits, development
and management style and attempt to capture
the essence of what it is like to work for us in this
key industry, focusing on our values and impacts
within the community.
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Our business model continued
5. Delivering
value to our
stakeholders
continued

Communities
As many of our employees live in
our region, we are passionate about
enriching the communities we share
with our customers.
We encourage our people to support charity
and community projects and offer every
employee two paid community volunteer
days each year. Due to the pandemic, no
face-to-face volunteer days were able to take
place during 2020–21 (2019: 2,943 hours).
However, we have continued to support our
local community partners through remote
volunteering. 47 of our employees supported
nine charities in this way, volunteering a total
of 384 hours. For example, some worked
with Sussex charity Lifelines to make weekly
telephone calls to vulnerable adults to provide
a friendly voice, listening ear and support
welfare checks. We also worked with local
schools and colleges to offer mentoring
and interviews to students looking to
improve their skills.
Our employees voted Alzheimer’s Society as
our charity partner for 2019–20. We extended
this partnership for a further six months up
to December 2020 to provide additional
fundraising support during this difficult time
when many people living with dementia were
cut off from their usual support networks and
have felt more isolated than ever. During our
18-month partnership, we raised £65,000 to
support people living with dementia and fund
research towards finding a cure. Southern
Water matched donations raised by sponsored
employee activities including a sky-dive, step
challenges and 10k runs.
As well as fundraising, we aimed to raise
our own understanding of the impact of a
dementia diagnosis on our colleagues, family
and communities and reduce the stigma for
those living with a dementia diagnosis. We
adapted the charity’s Dementia Friends training
workshops to be delivered online during the
pandemic. Through Alzheimer’s Society’s
befriender programme, our employees also
worked as Companion Callers to someone with
dementia or a carer during lockdown.
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We continued to support WaterAid as part
of our five-year partnership. In 2020–21, we
raised £92,374 to fund projects in some of
the world’s poorest communities.
Providing the maximum assistance to our
vulnerable customers has been a priority
during the pandemic. We have sought ways
to support those who have been affected
by the situation through our charity and
community activity.
Our Affordability Team donated £20,000 to
The Trussell Trust Food Bank. In December,
our company e-card featured artwork by the
children from Pan Together, an Isle of Wight
charity which has provided hot meals for young
people affected by the pandemic. We donated
£1,000 for the festive artwork. We also gave
items to Brighton-based charity CHOMP, which
provides hot meals for children of low-income
families during school holidays. We donated
activity books, games and colouring pencils
for 60 hampers a week.
We also brought forward part of our
regular programme of regional community
funding support and supported the regional
foundations with £50,000 in donations to
support their work to ensure funding makes
the most impact in boosting local resilience.
Following a callout from the Sussex Local
Resilience Forum (LRF), we also donated
wipe-clean tables, coat racks and barriers,
along with a fridge, to the coronavirus
vaccination site at Brighton Racecourse.
We received a Bronze Award from the
Charities Aid Foundation in recognition
of the percentage of employees donating
through our payroll giving scheme. In 2020,
our employees donated £8,000 direct to
44 different charities, schools and community
groups through the scheme.
Overall, we donated and fundraised a total
of £173,408 during 2020–21.
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Working with our communities
Due to social distancing guidance during the
pandemic, our planned calendar of community
events was cancelled abruptly in March
2020 and has been unable to resume during
2020–21. Where possible, we have honoured
our financial commitment to these events or
helped to facilitate online alternatives, such as
Brighton Festival Children’s Parade, for which
we were the main sponsor.
Our work with communities includes helping
people to use water wisely, keep their drains
clear to prevent blockages and pollutions,
and, where possible, save money on their bills.
As we were unable to meet our communities face
to face, we collated community care packs for
our most vulnerable customers. These contained
information about our affordability schemes and
Priority Services Register, along with giveaways
to help customers save money by saving
water, such as LeakyLoo strips to detect faulty
toilets, and items to prevent blockages, such as
GunkPots to collect used fat, oil and grease. We
also included stickers and quiz books for children.

Although we usually share water-saving and
blockage prevention messages via Waterwise
and Sewerwise talks for schools and groups,
no talks took place this year (2019–20: 51).
However, in collaboration with Thames Water,
South East Water and Affinity Water, we
delivered a fun and interactive online event
called the Big Virtual Water Quiz. As well as
encouraging children to value water, the quiz
provided an engaging home-schooling tool
for seven to 11 year olds and their families
during lockdown. The live event had 940
viewers and the video has been watched
over 11,000 times since 15 July.

viewers joined
us live when
we co-hosted
the Big Virtual
Water Quiz

Our employees have also helped young people
prepare for the world of work by conducting
mock interviews through EBP South and
Basingstoke Consortium. This gave young
people an opportunity to practise interacting
with professionals remotely, which has become
a key part of working life during the pandemic.
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Our business model continued
5. Delivering
value to our
stakeholders

Suppliers

continued

Working collaboratively with our
partners is key to the success of our
business. From customer support to
major construction programmes, our
partners are integral to the delivery
of our water and wastewater
services. We therefore have an
ambition to become the ‘Customer
of Choice’ for our supply chain.
In response to the ongoing impact of COVID-19,
we have worked closely with our critical supply
chain partners to safeguard our essential
services to customers and protect the health
of our employees, customers and partners.
We also collaborated with our supply chain to
ensure readiness for the UK’s transition out of
the EU. As part of these activities we have:
• Extended the scope of supplier assessment
– we increased the depth and breadth of
our assessment to include a review of each
supplier’s business continuity plans and
responses to government measures. We
have evaluated over 200 Tier 1 and Tier 2
suppliers in this way.

Outside of our work to mitigate the impacts
of COVID-19 and Brexit, we continue to work
with our supply chain to foster greater levels of
collaboration and consistency as we recognise
a common approach to service across our
internal and external customer interactions
will be essential to upholding high levels of
satisfaction, which will impact our C-MeX and
D-MeX scores.
Building upon the success of last year’s
supplier engagement event, we hosted a
virtual event, which was attended by partners
and internal employees and reiterated the
importance of collaboration and efficiency.
As part of our commitment to engage with
our supply chain more proactively, we plan to
develop our online supplier portal further over
the next year.
We are revising our Supplier Code of Conduct
which outlines how we expect our suppliers
to behave, mirroring our values. This helps us
achieve consistent service across our activities
and those of our supply chain.

• Digitalised and formalised risk assessment
– we built a flexible Supplier Analyser Tool
to measure and track risks across multiple
dimensions and measure risk for different
scenarios. We have also created an issue
prioritisation tool to triage commercial issues.
• Developed means for proactive
communications at scale and pace – we
established an online portal for our suppliers
to explain key changes to our working
practices in accordance with national
medical and scientific advice. We also set
up an internal Contract Manager Helpdesk
to facilitate inter-department collaboration
while working remotely.
• Extended and enhanced existing forums
with suppliers – we enhanced forums across
our critical partners to provide leadership
to the supply chain, drive collaboration and
improve relationships with key supply chain
partners to develop future resilience.
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