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Since 2017 we have thought long  
and hard about the kind of company 
we want to be and, more importantly, 
how we are viewed by our regulators, 
customers and stakeholders.  

Our new Executive Leadership Team is driving 
cultural change and values-based ethical 
business practice across our company. During 
2018–19 we embarked on a project to redefine 
our purpose and values, and ensure they are 
aligned to our business strategy and vision to 
create a resilient water future for customers 
in the South East. This formed part of a wider 
engagement process with our employees, 
customers and stakeholders to find out what 
they thought about Southern Water, what we 
stood for and what we needed to deliver. 

We carried out research into admired brands, 
mapped more than 100 customer and 
stakeholder interactions, and used feedback 
from a series of employee and customer 
workshops to start to build a consistent story for 
Southern Water about who we are and why we 
exist. We also added a number of values-related 
questions to our Gallup employee engagement 
survey, which will help us track our cultural 
transformation going forward.

Our redefined purpose is to provide water for 
life to enhance health and wellbeing, protect 
and improve the environment and sustain the 
economy. This is our definition of who we are.  
It is our DNA and is reinforced by every 
interaction we have with colleagues, customers 
and our wider communities.

Our values support this statement and reinforce 
how we do things for all of our customers by 
succeeding together, doing the right thing  
and always improving. These values allow  
us to build a solid decision-making framework 
across everything we do.

Ethical business practices and a Modern 
Compliance Framework support this wider  
culture change. A key element of this is a new 
Code of Ethics and Quick Check decision-
making tool, which enable all employees to 
adhere to a set of common, ethical working 
practices and sense-check their actions  
against our values.   

Our culture

 Our redefined purpose is to provide  

water for life to enhance health and  

wellbeing, protect and improve the 

environment and sustain the economy 
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Our Board

The Board is responsible for the strategic  
direction of our business. The majority of its 
members are independent of Southern Water.  
As of 31 March our Board was made up of:

•  one independent non-executive chairman

•  two executive directors (the Chief Executive 
Officer and Chief Financial Officer)

•  four independent non-executive directors

•  two non-executive directors.

As reported elsewhere, Bill Tame, our  
Chairman, resigned from the Board on  
31 March 2019. Pending the appointment  
of a permanent successor, Paul Sheffield,  
the Senior Independent Non-Executive  
Director, has acted as Chairman.  
We expect to announce the appointment  
of a permanent Chairman and two further 
independent non-executive directors shortly.

Members of the Board and Company Secretary  
at 31 March 2019 are pictured below.  
From left to right:

•  Wendy Barnes – Non-executive Director

•  Mike Putnam – Independent Non-executive 
Director

•  Sara Sulaiman – Non-executive Director

•  Richard Manning – Company Secretary 
(replaced Joanne Statton in July 2018)

•  Ian McAulay – Chief Executive Officer

•  Rosemary Boot – Independent  
Non-executive Director

•  Sebastiaan Boelen – Interim Chief Financial 
Officer (replaced William Lambe in December 
2018)

•  Gillian Guy CBE – Independent Non-
executive Director

•  Paul Sheffield – Senior Independent  
Non-executive Director (Acting Chairman 
from 1 April 2019)

Not pictured:

•  Bill Tame – Chairman (until 31 March 2019)

Our people
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Our employees

To deliver our services across the South East we 
directly employed more than 2,300 people in 
Kent, Sussex, Hampshire and the Isle of Wight 
as of 31 March 2019. Many more people are 
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, they, working 
with our own employees, enable us to meet our 
customer priorities.

Gender/diversity

We are committed to creating a diverse 
and inclusive workforce that represents the 
communities we serve. As an equal opportunity 
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 
backgrounds, cultures and perspectives and 
offer career opportunities based solely on each 
employee’s ability to undertake their duties and 
responsibilities. 

To make sure these values are reflected in our 
day-to-day activities, we have implemented 
equality training. We also offer ongoing equality-
related advice, learning and development, so 
all employees are aware of their responsibilities 
around equality and diversity. 

Before launching or changing any major strategy, 
project or process, we consider the potential 
impact on equality. We carry out equality impact 
assessments to make sure our decisions are fair 
to all employees and do not disadvantage any 
particular group. The assessment requires the 
potential impact on each protected group to be 
considered and evidence of any conclusions 
documented. Any concerns about inclusivity are 
given appropriate consideration beforehand. 

One of our ongoing challenges is attracting 
female employees to our field and engineering 
areas in what has, historically, been a male-
dominated industry. Overall, only 28.1% of 
our employees are female across the entire 
company. We are addressing this by promoting 
STEM careers at schools, colleges and 
community events. Meanwhile, we marked 
International Women’s Day by celebrating 
women’s achievements within Southern Water. 
We published a series of interviews in which 
women in a range of roles – from operations 
graduates to process scientists – shared their 

experiences of the water industry and what they 
thought about gender-balance in the sector. 
We are also working to ensure our recruitment 
processes attract both genders and are free  
from bias.

In line with gender pay gap legislation, we report 
on data relating to salary, bonus and distribution 
of pay within Southern Water. For 2018, our 
report into gender pay differences revealed 
that – based on the median of all our employees’ 
salaries – our gender pay gap was 7.5% in favour 
of men. This is ahead of our industry peers. 
Among the 16 regional water and wastewater 
companies that reported their gender pay gap – 
including us – the average was 13.6% in favour  
of men.

We are pleased that we have reduced our pay 
gap by 1.5% since last year, and that the initiatives 
we introduced for 2018 are starting to generate 
results. However, we acknowledge that more 
work needs to be done to continue reducing the 
gap, including promoting flexible working and 
our family-friendly policies, encouraging more 
women to be successful in senior positions, and 
expanding diversity monitoring. Our report on 
gender pay is available at southernwater.co.uk/
gender-pay-gap.

To celebrate LGBT employees, families and 
communities, we took part in the first Worthing 
Pride in 2018. Our Community Ambassadors 
represented Southern Water at the event. In the 
lead up to the day, we promoted it on our intranet 
and shared details of how our employees could 
register to join the parade and be part of the 
celebration. 
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Health and safety, security and wellbeing

The safety and wellbeing of our employees 
remains a top priority. To achieve a more joined-
up approach, we have restructured our Health, 
Safety, Security and Wellbeing function, bringing 
together individuals from different departments 
into one team. This will help us drive best 
practice consistently throughout our business.

During 2018–19, we upheld our industry-leading 
health and safety record with some of the lowest 
accident statistics in the water industry. We 
recorded two periods of more than 100 days 
free of any reportable injuries among our own 
employees – and one 100-day period across our 
supply chain.

Our overall goal is still to have zero injuries. 
However, our target was to keep the number of 
reportable injuries below 0.28 per 100 full-time 
employees. We did even better with just 0.19. 
Major supply partners included in the rate are: 
Siemens, MTS, Cappagh Browne, GSF, MGJV, 
Galliford Try Southern Water Partnership,  
PN Daly, BTU, 4D Woolston, CMDP and  
Clancy Docwra.

To encourage our employees to voice any safety 
concerns, we continue to donate £2 to our 
company charity for every hazard reported.

For the seventh year, our Health, Safety, Security 
and Wellbeing conference brought together 
people from across our business and our supply 
chain to share the latest developments within the 
health and safety industry. For the first time, we 
incorporated drama-based learning during the 
event to bring important topics to life – including 
the consequences of accidents and how better 
decision-making can prevent them.

Our efforts to reflect the standards expected 
from major projects have seen our scores 
increase under the Considerate Constructors 
Scheme. Two of our £8 million upgrade projects 
were awarded marks above 40 out of 50.

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 restructure we have 
appointed a new health and wellbeing manager 
to spearhead our activities in this area. Following 
a detailed audit, we have also been awarded 
the Workplace Wellbeing Charter for our 
commitment to employee health and wellbeing. 
Documentary evidence, interviews and site tours 
were used to assess our performance in eight 
wellbeing-related fields. We met the minimum 
commitments in all eight areas and exceeded 
these standards in six – achieving ‘excellence’  
in the field for health and safety.

To further promote workplace wellbeing, we 
ran a calendar of regular events throughout the 
year. These ranged from fun group competitions 
– like our Static Bike Challenge – through to 
taster sessions where employees could learn 
techniques such as mindfulness. We also ran 
information sessions on topics as broad as 
diabetes and resilience.

As part of our first Wellbeing on Tour campaign, 
our Wellbeing team visited sites across our 
network to raise awareness about the help and 
resources employees can access to support 
their mental health. We used the events to 
recruit mental health first aiders and now have 
over 30 trained individuals across our business. 
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.

Developing talent

We are committed to developing our employees 
and this remained a key focus during 2018–19. 
Our emphasis has been on making sure our 
employees are able to confidently carry out 
their roles to a high standard. In support of this, 
we have rolled out operations, business skills 
and management training to drive performance 
across all areas of our business. 

At an operational level, we have focused on 
compliance and regulatory training – with 
particular attention given to our Wholesale 
Water, Wholesale Wastewater and Networks 
teams. We used a training needs analysis to 
identify the training support required by our 
Wholesale Water team. We created seven new 
learning modules for our Wastewater employees 
– and we have three additional modules under 
development. Meanwhile, to safeguard our 
network, we have trained over 180 employees 
on Level 3 water quality. In addition, we enrolled 

 We have rolled out  

operations, business skills  

and management training  

to drive performance across  

all areas of our business 
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300 people in incident management training 
to support our new incident framework and 
structure, which we implemented based on 
lessons learnt during last year’s Freeze/Thaw 
and heatwave events. This is making us more 
resilient for the future.

In addition, we have revised our Code of Ethics 
which includes simple, easy-to-understand 
references to our policies and compliance 
procedures to embed values-based ethical 
business practice and enable all employees  
to assume a higher level of accountability  
for their actions. 

To foster a culture of continuous improvement, 
we launched our Business Essentials curriculum 
which gives our people the opportunity to learn 
new business skills or improve existing ones. 
The curriculum contains a variety of courses, 
delivered by external training providers, which 
are designed to improve skills such as project 
management, productivity, communication, 
and commercial awareness. Since we launched 
the programme in September 2018, over 250 
employees have attended the courses – with 
more scheduled to attend. Feedback from 
attendees has been excellent and we are 
committed to developing this programme 
further by continuously assessing the courses’ 
effectiveness, updating the curriculum and 
building awareness of the courses on offer.  
We also continue to support our employees  
with external professional training, gaining 
diplomas and higher qualifications.

Development for managers has focused on 
foundational management skills. Our Role of 
the Line Manager programme supports our 
managers with toolkits on discipline, grievance, 
performance and attendance, as well as mind-
maps and training videos. We also ran a series 
of drop-in sessions with our training video 
provider and additional training by our employee 
engagement partner was attended by our Senior 
Management team and around a third of line 
managers across the business.

We recognise the importance of inclusivity  
in attracting, retaining and developing talent  
and seek to eliminate bias at every stage.  
As such, equality remains a priority throughout 
our recruitment, retention and development 
policies and processes. For instance, we are 
committed to making sure female employees 
are fairly represented in our talent pipeline and 
succession plans and appropriate development 
is introduced to enable women to achieve senior 
roles so we can increase the proportion of 
women among our most highly paid employees 
from the 26.2% reported this year.

Charity and community action

We encourage our people to support charity and 
community projects and offer every employee 
two paid days per year to volunteer. During 
2018–19, our people spent over 3,708 hours 
volunteering – equivalent to more than 400 
working days. Together, we also raised over 
£137,000 for charity. 

We celebrated a successful conclusion of  
our two-year fundraising partnership with the 
Kent, Surrey & Sussex Air Ambulance Trust.  
We exceeded our two-year pledge of £100,000, 
raising over £137,000 for the Trust. As part of our 
fundraising, we held a Family Fun Day at Bewl 
Water, employees ran the Brighton Marathon and 
10K events and we donated the proceeds from 
our Static Bike Challenge.

Our new charity partner for 2019–20 is the 
Alzheimer’s Society. We have made a fresh 
pledge to raise £100,000 to help support people 
living with dementia and fund research towards 
finding a cure. We will also use insights from this 
partnership to improve our service for vulnerable 
customers. Our employees also nominated five 
regional charities to receive a one-off grant of 
£10,000 for causes including animal welfare, 
hospice care, homelessness and sustainability.

In addition, we renewed a five-year partnership 
with WaterAid and have already raised over 
£42,000 to fund water-giving projects in some  
of the world’s poorest communities.
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Working with our communities

As a provider of essential services, we 
understand we have a duty to our customers 
and stakeholders. They have no other choice of 
supplier. Therefore, we are solely responsible for 
making sure their water-related needs are met. 
This is why we take their interests so seriously 
throughout our decision-making. 

Our transformation plan is designed to help us 
become the water company our customers and 
stakeholders expect and rightly deserve. We 
frequently gather feedback from our customers 
to shape our strategy. We sought input from 
customer stakeholder panels to make sure 
their priorities were addressed in our Business 
Plan 2020–25. Meanwhile, insights from our 
customers were used during the development 
of our new brand – which centres on the value 
of water for our health, environment and 
communities.

Throughout 2018–19, we attended community 
events across our region to highlight the link 
between our work and our customers’ lives.  
We are delighted to have reached 25,300 
people at 32 events.

Our work with communities includes helping 
people understand how to use water wisely, 
keep their drains clear and, where possible, 
save money on their bills. To make these topics 
engaging, we introduced talk-show style panels, 
virtual reality experiences and interactive 
education boards – delivered from our bespoke 
community vehicle. 

We also shared water-saving and blockage-
prevention messages via 42 free Waterwise 
and Sewerwise talks for schools and groups. 
Meanwhile, our Sporting Chance programme – 
delivered in partnership with coaches from five 
prominent sports clubs – engaged more than 
8,700 children at 35 schools. The children got 
to improve their sports skills while learning why 
water is important for health and how to use it 
responsibly.

With 700 miles of coastline and several rivers in 
our region, teaching children to swim and be  
safe in the water is crucial. That is why we run 
Learn to Swim in partnership with Swim England.  
We partnered with pools and clubs across our 
region to deliver the scheme for the 26th year. 
We also promoted safe sea-swimming in our 
region by sponsoring five events run by the  
Royal National Lifeboat Association and  
Swim England, which reached more than  
2,700 children.

Our region’s waterways are rich in wildlife, so 
we promote an interest in nature. In partnership 
with the Freshwater Habitats Trust, we piloted a 
unique STEM-based school project called Water 
Detectives. Schools used eDNA kits to discover 
the species living in their local ponds. The 
results are then uploaded to a national survey 
examining the UK’s pond life.

For the second year, we held a Community 
Engagement conference to encourage 
businesses to build strong relationships with 
local communities and charities. More than  
80 attendees received talks on STEM education, 
volunteering and social insight.
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A great place to work

During 2018–19, we have continued to focus  
on employee engagement as part of our  
ambition to be a great company to work for. 

We recognise that giving our customers the best 
possible service relies on our people carrying  
out their duties with passion and commitment.  
Our six-monthly employee engagement survey 
is at the heart of achieving this. It lets us capture 
feedback from our employees so we can take 
action to improve. To achieve the fullest possible 
picture of engagement levels, we encouraged 
employees to respond by donating £1 to charity  
for every survey completed.  

In early 2019, we completed wave three of the 
survey. The results showed a meaningful increase 
in the majority of criteria and 30% of our teams 
reported improved engagement. Based on 
insights from the survey, our line managers are 
working with their teams to address areas for 
improvement. To facilitate this, we have trained 
over 40 coaches to support line managers with 
these follow-up actions. We have also introduced a 
new performance management approach,  
‘Me and My Performance’, to ensure everyone 
knows what is expected of them in their roles.

Our engagement survey is just one way in which 
the views of our workforce are taken on board. 
We encourage two-way conversations between 
employees and our leadership team, as this 
enables our employees’ interests to be factored 
into our decision-making. For instance, as part 
of our Operational Excellence programme, we 
wanted to provide a framework to empower 
our people to drive change, rather than forcing 
decisions from the top. Part of this included  
setting up hubs at all levels of our business that 
allow front-line issues to be rapidly escalated  
to our leadership team, so our front-line employees 
receive the support they need to perform.

Another way of capturing our employees’ feedback 
is Open Floor on Tour, which we ran again this year. 
Senior managers and members of our Executive 
Leadership Team hosted informal meetings with 
employees across our sites. The sessions had no 
agenda – employees were simply invited to put 
forward their questions and share any thoughts 
and feedback.

To give employees a forum to share what is  
going on around the business, we introduced 
Workplace in June 2018. This internal social  
media platform has become one of our most 
popular communication channels. A total of 68% 
of our employees registered in the first six months. 
Members have used it to set up groups, post 
articles and organise polls – as well as  
arranging social events.

Working side-by-side  
with our partners

Working collaboratively with our partners is key 
to the success of every aspect of our business. 
Whether that is servicing the buildings we work 
in, maintaining the systems we use to manage 
our sites or supporting major construction 
projects, they enable us to deliver for our 
customers.

We have a third-party supply chain comprising 
a wide range of contracted suppliers, with an 
annual contract value of over £400 million. 
They range from major construction companies 
building new infrastructure to specialist 
organisations. Each and every one of them 
is integral to the delivery of our water and 
wastewater operations, 24 hours a day, seven 
days a week, 365 days a year. 

To enable Southern Water to achieve its 
ambitious vision to create a resilient water future, 
we work side by side with our suppliers to foster 
a culture of innovation.  

Whether dealing with an incident such as the 
Freeze/Thaw event, or working on strategic 
planning for our next price review and beyond, 
our suppliers are essential.  

 Giving our customers  

the best possible service  

relies on our people carrying 

out their duties with passion 

and commitment 
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Phil Tapping, Water Demand Manager

Collaborating for our customers

Case 

study

PN Daly employees work with us on a daily 
basis, and often share office space with 
our own employees. They have dedicated 
teams who respond to our customers’ billing 
enquiries and provide them with information 
on how to repair faults with their pipes and 
plumbing devices. 

Using innovative techniques, including 
drones and satellite technologies, PN 
Daly also identifies leaks on our network. 
This requires its employees to collaborate 
closely with Clancy Docwra, our repair and 
maintenance service partner, by producing 
a leak repair tracker which prioritises work 
and minimises water loss and disruption to 
customers. PN Daly has contributed to our 
action plans to reduce leakage further. 

PN Daly is also a trusted partner during 
an emergency incident, working with  
our Customer Service and Networks 
teams to run bottled water stations, 
deliver water to our vulnerable customers 
and help maintain supplies to customer 

taps – we can always rely on its support 
and flexibility. Plus, its health and safety 
performance is excellent. PN Daly generates 
the largest number of reported safety hazards 
across all of our service partners.

Among Southern Water’s various supply partners, our established working 
relationship with PN Daly has become a model of collaboration.

 PN Daly generates the largest 

number of reported safety hazards 

across all of our service partners 
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Ashley Marshman, Wholesale Services Manager

Inspiring young people to succeed

Case 

study

Volunteers from local 
employers were invited 
to talk to pupils about 
working life and share 
key skills to equip 
them for the future 
– including tips on 
how to start their 
own business if  
they want to.  
I used one of my 
volunteering days 
to meet pupils at 
the school and share 
some of my experience. 
Altogether, 16 of us 
volunteered from Southern 
Water, alongside people from other 
local companies. We were greeted by the Vice 
Principal, who told us what he hoped students 
would get out of the day. Then, we were 
introduced to the pupils.

We started with the basics of how to write a 
CV. Then we looked at job descriptions and 
talked about interviews. As a manager, I’ve 
interviewed a lot of people. I reassured pupils 
that being nervous is normal and encouraged 
them to research companies beforehand. 

We also discussed the 
importance of positive 

communication and body 
language. Afterwards, 
we carried out mock 
interviews based 
on different job 
descriptions.  
Even though many  
of the pupils had no 
work experience,  
some were great at 

relating skills from  
their hobbies and  

social lives to the world  
of work.

At the end of the day, pupils 
received a certificate and we 

nominated those who had impressed  
us the most. I found the day really  
interesting – some of the pupils had really 
ambitious ideas about starting their own 
businesses. They were really tuned-in with 
today’s pressures and saw the potential  
of things like apps and social media.  
I hope the skills they learned on the  
day will help bring some of those  
ideas to life.

Young people choose their GCSEs during year nine. So, they have to start 
making choices about their futures. To give pupils the skills to succeed, 
Brighton Aldridge Community Academy was organising a workshop  
about the world of work. 

 I used one of my volunteering days to meet  

pupils at the school and share some of my experience 




