Our values in action
Some things are better with water

Overview

Overview

#TapChat is our summer water saving campaign
in partnership with environmental campaigning charity
Hubbub.

despite challenges

Strategic report

From giving out free
water-saving devices at
events to large billboard
advertising, we encouraged
customers to use water wisely
and promoted water-saving tips
and advice. As a result, half of
the people we talked to said they
were very likely to change their
water habits – but that means
we still have plenty more to
do to support customers
in saving water.

Governance
Financial statements

Extremes in weather can have a big impact
on the water industry and the summer of 2018
saw record temperatures and soaring water
consumption across the country
–about 35% higher than normal.

Regulatory reporting

The greatest demand was in areas where many people were using
sprinklers which can get through 1,000 litres every hour – that’s
the same amount of water a family of four would use in two days!
Despite the unprecedented demand, we continued delivering for our
customers – not one of our 712,000 customers lost their supply with
only a few experiencing lower pressure than normal during peak
times.
Hot, dry weather can also increase leakage with more water
being pumped through the network and dry ground shrinking and
moving which can crack pipes. Leaks are also much easier to spot
on roads and pavements which meant we saw a surge in reports
during the heatwave. Reducing wastage by managing leakage is
very important to customers and one of our top priorities too. We
have one of the lowest leakage rates in the country and we have
maintained that this year and met our challenging target again by
significantly increasing the resources available
to fix them.

Renee Canter, a Redhill resident
and gardener, wrote a blog as part
of the campaign:
“Before taking part in the #TapChat campaign, I wasn't
aware that I live in a water-stressed area - I’m not even sure
I knew what the phrase ‘water-stressed’ really meant! The
campaign has definitely made me more conscious about
how I use water at home and in my work. I think it's good
that SES Water is raising awareness about the pressures
put on our water supply and the ways in which we can all
change our habits to use less and preserve more.
I really enjoyed being part of the #TapChat campaign and
it was great to have the chance to share my top tips for
caring for your garden without using too much water.
This is a topic that I'm really passionate about and it was
great to link up with the campaign to spread the message
far and wide.

40 million 20 years
An extra 40 million litres of water put
into supply on 8 July 2018
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I like how the #TapChat campaign uses fun and positive
messaging to raise awareness about a serious issue, and
how it focuses on simple and easy changes that we can all
make to make a positive contribution to our local and the
wider environment.”

We have met our leakage target
for the last 20 years
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Our values in action
continued
Overview

Overview

Strategic report

Getting ready
for the

Better for the environment,
better off on a meter

In our WRMP we have committed to increase the number
of households on a water meter to 90%
by 2025, bringing us in line with other companies
in the south east.

Financial statements

It is vital that we take a long-term view when
planning our water resources to make sure
the decisions we make today are the best
ones for tomorrow.

Governance

To help us get there, this year we’ve been busy installing
thousands of meters – over 30 every day – and have started
encouraging customers to switch by showing them the cost of their
unmetered bill against what they would be charged on a meter,
using actual readings from their property. These customers have
the choice of opting to switch over to metered charges and for
those that don’t see a saving, we’re offering home efficiency visits
to help them bring down their usage.

10%

At least 10% of customers will be on a
smart water meter by 2025 and this will
increase if technology advances
support a larger roll-out

Regulatory reporting

That’s why our Water Resources Management Plan (WRMP),
submitted to Defra this year, looks 60 years ahead, starting
from 2020. The plan sets out how we will continue to supply
our customers with a plentiful supply of clean water, now and in
the future. Making our service more resilient to both short-term
events and long-term trends such as population growth and
climate change
is at the heart of our plan. To do this we have continued to be
heavily focused on lowering demand for water
and we are committed to reducing leaks and helping
our customers use water more efficiently.

15%

Paul Rudd, a customer from
Caterham, has opted to switch over
to a metered bill:

We will reduce leakage by 15%
by 2025

“Making the switch to a water meter has had an immediate
impact. We all became much more thoughtful about how
we were using water in the house; it made us think about
the ways we may be wasting water - like leaving the tap
running, the length of our showers and just how much
water to put in the kettle.
SES Water managed the switch efficiently - it was simple
and straightforward. All it took was a short phone call and
that same day, the switch happened with no effort on my
part. I’ve already saved money. In fact, I got a refund which
was very welcome! I wish I’d done it a long time ago.”
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Our values in action
Keeping it clear

continued

Overview

We want all aspects of our finances, governance,
structure and decision-making to be as clear as the water
we produce, which is why this year we have produced
‘Keeping it clear’, our first ever customer-friendly guide to
how we are owned and financed.

and governance

Strategic report

This means we are increasing the transparency of what we do
and how we do it, reflecting the importance we place on being a
respected corporate citizen. The guide sets out our finances today
and in the future, explains our bills and our financing structure
so employees and customers understand where we spend our
money and the dividends and taxes we pay. We promoted the
document through Talk on Water, our online customer community,
to gather feedback for future annual iterations and it was met with
resounding positive feedback from our customers.
“That’s a nice report – easy to read and nicely illustrated
with a useful list of financial terms at the beginning.”

Governance

“It’s a useful format with high-level information for people
who just want to read the main points and extra detail for
those who want to delve more deeply.”
“I found the report very clear and interesting – I hadn’t
realised that the shareholders are Japanese companies.”
“Very well set out and informative without getting
too bogged down.”

Financial statements

The renationalisation debate has made it clear that
the water sector needs to do more to demonstrate
that private companies can be trusted to provide an
essential public service.

Regulatory reporting

We have always placed great emphasis on being a responsible, accessible
local company and welcome the questions on the industry’s legitimacy. We
have already made a number of enhancements to recognise the importance
of being open and accountable to both our employees and customers about
how
our business is run. These have included ensuring our independent nonexecutive directors continue to make up the single biggest group on
our Board and publishing an online summary of this Annual Report in an
understandable format. We also intend to go further
by making enhancements to key policies such as executive pay
and dividends to shareholders in response to Ofwat’s ‘Putting
the sector in balance’.
In our Business Plan for 2020 to 2025 we have also committed to doing
more performance reporting, beyond this Annual Report, to ensure we
are being as transparent as possible on how we are delivering against
our targets. This will include a summary in our re-designed customer bills
and further promoting Discover Water, a website which compares the
performance of all water companies in England and Wales.

11 members

Our Customer Scrutiny Panel includes
11 members whose function is to act as a
champion for our customers and challenge
us in meeting their priorities
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3

We have 3 independent non-executive
directors on the Board bringing a
wealth of experience from outside
the water sector
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Our values in action
Investing for the future

continued

Overview

Overview

Our customers expect a high quality, constant and
reliable supply of water now and in the years to come.
They expect us to be future focused to address climate
change and environmental concerns and want us to
reduce the risk of drought by investing in infrastructure to
secure sustainable supplies.

in the round

Strategic report

That’s why we have invested £22 million – our largest ever single
investment – to significantly redevelop our Woodmansterne
Treatment Works to include a new pumping station and more
energy-efficient equipment.
The work has increased capacity at the site and will give
us greater flexibility to move water around our network
to protect against drought and the increasing demand from a
growing population.

Governance

Our long-term aim is to ensure that every property can be supplied
by more than one water treatment works by 2025. A key milestone
on this journey was the completion in March 2019 of a new 7km
pipeline between our Woodmansterne site and the town of Purley.
A complex project, the new pipe means fewer customers will be
impacted by issues like outages and bursts as we extend and
reinforce our network.

Financial statements

Providing resilient services has been a key feature
of our 150-year history. Rarely do our customers
experience breaks in their supply – we have the
lowest rate of burst mains in the industry, supply
interruptions are also very low and our water has
consistently reached the highest quality standards.

Regulatory reporting

This strong performance is the result of far-sighted planning and prioritisation
of risk mitigations, targeted and appropriate investment and effective and
organised business responses when issues occur.
Strong performance to date does not mean we are complacent. Being
operationally resilient is only possible by having financial and corporate
resilience too – ‘resilience in the round’. We need to be prepared for all
threats to service delivery – which could be anything from drought and
flooding to skills shortages and cyber-attacks – and understand how they
link together. We do this by focusing on eight key areas to manage the
array of risks we face, which range from our supply area through to our
customers and the environment.
Having a joined-up approach to resilience is important as we’re not working
to just mitigate a single shock or issue – we need to be resilient to the kind
of future uncertainty which is increasingly important in the world we live in
today.

61%

We have lowered our gearing to c.61%
to achieve a better balance between
debt and equity which makes us more
financially resilient
10

28

There are 28 risks on our Company
risk register
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Our values in action
continued
Overview

Overview

Strategic report

Being a
Getting greener

business

Governance

We took a major step forward this year in our
environmental commitments by switching to 100%
renewable energy – this means we only consume
electricity that has a Renewable Energy Guarantee of
Origin (REGO) certificate which demonstrates its low
carbon credentials and is used to trace the source and
destination of every megawatt-hour.
As well as supporting the investment in renewable generation in
the UK, we are increasing our own renewable generation from
solar at our sites which this year saw us install panels at our
Redhill head office, bringing our annual production to 209,225
kilowatt hours, enough to power over 50 houses for a year.

Financial statements

As a small local company deeply embedded in the
communities we serve, we are not seen as just a
supplier of water and we don’t want to just deliver
great service for customers – we want to play an
active part in improving the areas we are privileged to
serve.

Regulatory reporting

That’s why this year we joined Business in the Community (BITC),
a membership organisation made up of progressive businesses of all sizes
who understand that the prosperity of business and society are mutually
dependent. Our membership demonstrates our responsible business
credentials, our commitment to our local communities and our desire to join
with others and be a force for good.
We have also launched a charitable giving fund through the Community
Foundation for Surrey which will see us support a number of worthy causes
in our supply area, helping to change lives and build stronger communities.

Meet our new vans – Usain Volt
and Emma Wattson!
In partnership with renewable electricity supplier Drax
Group, we have invested in 16 new charging points and
are replacing the first ten of our 100-strong
fleet of diesel vans with a five-year trial of electric vehicles
– saving 43 tonnes of CO2 a
year!

Our customers also quite rightly value the environment and expect us to
play a part in making it better, supporting the wildlife that lives within it.
They also want us to prepare for future challenges, such as population
growth and climate change. We are committed to reducing the impact of our
energy intensive operations and are implementing more sustainable ways of
pumping, treating and distributing millions of litres of water every single day.

13,000

Each day we use enough electricity
to power 13,000 homes
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We are also using telematic
systems to monitor usage data so
we can understand exactly how
to save the most energy, further
lowering
both our carbon emissions and
our costs and paving
the way for a broader roll out
plan and potential ‘vehicle to grid’
trials.

4,000

Switching to renewable energy is the
equivalent of taking 4,000 cars off
the road
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Our values in action
Rob Baldry

continued

Developing our
people to deliver for
our

Governance

Katie Mason

Financial statements

Starting as one of our many apprentices, Katie
is now our Affordability and Priority Services
Lead which is the perfect job for her to put her
passion for supporting those in vulnerable
circumstances to good use. A brand-new role,
Katie faced off stiff competition to step up to the
challenge and is already making a difference:

From attracting and retaining great talent, to developing the right skills, to
recognising strong performance, our people are at the centre of delivering for
our customers.
This year we created our ‘Employee Engagement Manifesto’ which is based
on the findings of our annual employee satisfaction survey and covers four
key areas: making your working life easier, senior leadership vision and
visibility, realistic and effective change implementation and reward and
recognition.

Regulatory reporting

“As an apprentice in the Customer Support team I
really enjoyed working within different parts of the
Company during my business administration course
at East Surrey College. It was when I went out and
engaged with customers that I realised how much I
loved what I was doing. When the role came up it seemed perfect and I just knew I
had to try – so I just went for it! Everybody deserves to expect and receive the best
service possible. You should not get a poorer service because you’re vulnerable
physically or mentally, are elderly, have a disability or perhaps because English
isn’t your first language. I’m very excited about the scope of the role and creating
something new that will shape the future of how we engage with customers."

Through our people strategy, we are continuing to develop a working
environment where people thrive and strive to do a great job and our current
Investors in People gold recognition is an independent endorsement of all
that we do to lead and support
our colleagues to be their best.

Liam Ahearne

Our average length of service demonstrates our employees’ commitment
and loyalty in an ever-changing market and we know this is a key strength in
understanding our business inside out and it’s a major contributor to our strong
performance. However, we believe we strike a healthy balance between the
experience of long-serving staff and the challenge and positive disruption that
new employees bring.

Joining as a water quality sampler straight out of college 11 years ago,
Liam is now one of our treatment works managers. He’s worked hard
to progress and has been supported every step of the way:
“I feel really lucky to be in the position I am today and am grateful for the investment
that the Company has made in my future. In 2007, I began studying for a National
Vocational Qualification in Water Treatment and as part of this I regularly covered
shifts for the plant operators at treatment sites. Three years later I became a plant
operator myself, which I did until I was offered the opportunity to temporarily stand
in as a treatment works manager to oversee the day-to-day running of Cheam
Treatment Works. I am now a substantive manager and over the years have achieved
many qualifications, from health and safety certificates to the Institute of Leadership
& Management Level 3 and a postgraduate certificate in leadership and management,
all paid for by the Company. As I now work to achieve my personal development
plan, a director is mentoring me and I feel very positive about the future and how
more employees will also be able to progress their careers here like I have.”

We want to continue to create an environment that we all feel proud to be a
part of to make our business an even better place to work.

300 employees 9 years
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Strategic report

“Four years ago, I was given the
opportunity to become Water Quality
Science Manager, getting back to doing
something I really enjoyed in managing
a small team and using my technical
and data analysis skills. In becoming
a Chartered Scientist through the
Institute of Water I wanted the opportunity to further my professional development
and demonstrate my commitment to my team and the Company. The process
has helped me understand how I have developed in my role and how each part of
the job has met one of the core competencies required. So what’s next? I plan to
continue to develop and gain a deeper understanding of water quality processes
and maybe even become
a professional reviewer for future candidates."

Our people are our greatest asset and an engaged
and supported workforce will deliver great service.

We have 300 committed and
skilled employees

Overview

Having been our Networks
Operations Manager and a
Chartered Engineer for many years,
Rob wanted a change
of direction in 2015:

Our average length of service is 9 years
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