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South West Water is the provider of water and sewerage services 
for Devon, Cornwall and parts of Dorset and Somerset.

• 1.67m resident population

• 15,146km of water mains

• 14,710km of sewers

 • 39 water treatment works

 • 645 waste water treatment works

The drive for sustainability underpins every aspect of South West 
Water’s long-term environmental, social and economic strategy. 

In 2011/12 the company achieved its best ever drinking water 
quality, bathing water quality and leakage results while improving 
customer service, lowering carbon emissions, and forging ahead 
with industry leading environmental initiatives.
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Highlights 2011/12

Best ever drinking 
water quality

consecutive  
summer without  
water restrictions

Water Industry 
Achievement Awards 
for Upstream Thinking 
‘Partnership Initiative of 
the Year’ and BeachLive 
‘Community Project  
of the Year’

Increase in  
customer service 
score

99.99%

10,000th

95.1%

15th15%

Record number of  
bathing waters hitting  
the EU’s highest  
standard

Online launch  
of BeachLive  
www.beachlive.co.uk  
and Water Live  
www.southwestwater.co.uk/ 
waterlive

customer helped 
through the ‘Watercare’ 
scheme

Best ever leakage 
control

2011/12
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In December 2011, the government published its ‘Water  
for Life’ White Paper outlining its vision for a resilient, 
customer-focused and environmentally sustainable water 
sector. The timing of this call to action could not have been 
more apt nor its message more relevant given the national 
water resource situation that has hit the headlines during 
the first half of 2012. But the issue of how companies 
efficiently manage supply and demand while meeting  
the needs of an increasing population and simultaneously 
minimising their environmental impact is nothing new.  
At South West Water the drive for sustainability continues 
to underpin every aspect of our long-term environmental, 
social and economic strategy. Sustainability is not a 
stationary target but a core company philosophy, and  
one that the overwhelming majority of our successes  
in the past twelve months stem directly from. 

Amongst these achievements in 2011/12, South West Water 
celebrated its best ever leakage results and best ever 
drinking water quality. A record number of our bathing 
waters met the EU’s highest standard and we enjoyed a 
fifteenth consecutive summer without water restrictions. 
We forged ahead with environmental initiatives including 
our flagship Upstream Thinking programme, increased  
our use of renewable energy, and developed techniques to 
reduce the amount of waste we send to landfill. Each of 
these successes is testament to our ongoing focus on 
future-proofing our business through forward-thinking 
‘sustainable’ investment.  

South West Water has continued to evolve in 2011/12, 
adapting to change and striving to improve and innovate.  
Through detailed planning we seamlessly carried out the 
Private Sewer Transfer which saw an increase in our sewer 
network of over fifty percent. On an operational level our 
remotely-operated PUROS system continues to enhance 
efficiency and we have delivered significant capital 
investment schemes including refurbishments to the water 
treatment works at Tottiford in Devon and Drift in West 
Cornwall, the construction of a new service reservoir at 
Coswarth near Newquay, and investment in the new 
borehole at Greatwell in East Devon. 

Our operational excellence and strong financial 
performance have been complemented with increased 
levels of customer satisfaction and we continue to look  
at ways to improve customer service, promoting efficient 
water use when possible and providing assistance where 
necessary. 

We are particularly pleased that the unfairness 
experienced by our customers in effectively having to  
pay for the protection of a third of the nation’s bathing 
waters has now been recognised through the Government’s 
commitment to reducing the bills of South West Water’s 
household customers by £50 per annum, from 2013/14.

In response to the exponential growth in web-based 
communications, South West Water has moved into new 
territory in how we interact with our customers. Online 
accounts, a smartphone app and information services 
including BeachLive and Water Live are all now available – 
each of them highlighting our willingness to be transparent, 
accessible and accountable. 

As one of the largest employers in the region, South West 
Water is a key player in the local economy. We remain 
committed to nurturing fresh talent for the future and to 
further strengthening our links with partner organisations. 
In the last twelve months our apprenticeship scheme has 
gathered momentum and our strategic investment in both 
people and technology means we are reaping the rewards 
of increased productivity delivered by a skilled and 
dedicated workforce. 

Undoubtedly, there are challenges ahead. The impact  
of climate change, rising customer expectations and 
regulatory reforms are just some of the factors to contend 
with. But our performance in 2011/12 places us in a solid 
position to do just that. We recognise that there are still 
targets to be met but we are very proud of the valuable 
steps we have taken towards achieving a sustainable future 
for our business, our customers and the south west region. 

Chris Loughlin 
Chief Executive 

Introduction from the Chief Executive
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Environmental Sustainability

From majestic beaches to wild moorland, idyllic riverways and lush forest 
glades, the South West is blessed with an abundance of natural assets that 
are an integral part of the region’s identity, culture and economy. As such, 
the importance of the environment is deeply ingrained in the regional 
psyche; its natural treasures serving as ever-apparent reminders of the 
wider global environment agenda and the vital need for environmental 
safeguarding, conservation and preservation. 

Project Manager David Smith inspects 
peat bog restoration work on Exmoor
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Bathing water  p. 6

River water p. 9

Upstream Thinking p.9

Conservation and  
wildlife p.11

Pollution prevention p.14

Waste management p.14

Sludge disposal p.14

Energy use and carbon p.15

Renewable energy p.16

Water resources p.12

Water efficiency p.12

Abstraction and  
leakage p.13

2011/12 MAINTAIN CERTIFICATION OF 
ENVIRONMENTAL MANAGEMENT SYSTEM  
TO ISO14001.

STATUS: MET

Protecting 
our natural 

assets

Managing our 
resources 

wisely

As a business within which the environment is so closely 
correlated with its core activities, South West Water is 
acutely aware of its environmental impact and obligations. 
We recognize that the extraction, treatment and delivery of 
drinking water and the removal and safe disposal of waste 
water all have implications for river and sea water quality. 
We acknowledge that the energy used to carry out these 
processes has further implications for carbon levels  
and pollution, and we understand that the scale of our 
operations brings with it a scale of responsibility in how  
we manage our workforce and operational activities. 

For South West Water environmental sustainability spans 
not only the practice of meeting environmental standards 
but also the drive to find new ways of working that deliver 
better environmental outcomes. We see an environmental 
strategy that targets innovation and improved efficiency as 
vital in this regard, especially given advancing challenges 
such as climate change, population growth and increased 
environmental legislation. 

Reducing the 
impact of our 

activities



  Corporate Sustainability Report 2012                                                   www.southwestwater.co.uk/report2012page 6

Bathing water quality 
The quality of the beaches and bathing waters along the 
South West coast is vital to the region’s tourism economy. 
With 144 designated bathing waters punctuating more than 
five hundred miles of coastline, South West Water has a 
potential effect on more bathing waters than any other 
water company in England or Wales. 

In 2011 a record number of South West bathing waters 
reached the European Union’s highest quality standard  
with 137 out of 144 achieving ‘guideline’ or excellent status. 

South West Water’s success in bathing water quality can be 
attributed to our £2 billion Clean Sweep programme which 
has seen 250 raw sewage outfalls closed down and more 
than 140 complementary projects carried out in the last 
two decades. 

In autumn 2011 the closure of the crude sewage outfall 
under the harbour wall at Polperro in South East Cornwall 
marked the completion of the final Clean Sweep scheme. 
The £5m project took over a year to complete and involved 
the construction of a sewage screening station and a 
330-metre pumped long-sea outfall.

Bathing water standards (%)
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Polperro scheme underway.

Environmental Sustainability

96.5 96.5 91.0 
98.6 95.1 

Perran Sands, Cornwall
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SET UP A SYSTEM AT UP TO 25 BEACHES TO 
INFORM BATHING WATER USERS OF ANY 
RELEVANT RISK TO THEIR HEALTH OR 
WELFARE DUE TO EVENTS AT A SWW ASSET. 

STATUS: MET 

In 2011, South West Water launched BeachLive, an online service which offers live information on potential risks 
to bathing water quality caused by overflows in the public sewerage network. These overflows happen when the 
system, which is a combination of wastewater and surface water, is overloaded due to storm events.  South West 
Water has the capacity to store surplus water, but increasing volumes of run-off require overflows to operate as 
a safety valve when this capacity is exceeded. 

The information from South West Water’s network monitors is fed into a website portal which uses a colour-coded 
alert system to show the status of 21 beaches across the region. The interactive map uses the following icons:

 – no risk to water quality from overflows from the sewerage system

  –  when an overflow event occurs which could significantly affect bathing water quality. This is triggered when 
an overflow operates for more than a specified duration in a rolling 12 hour period. The duration at each 
bathing water is based upon the Environment Agency’s assessments of significant flow and has been 
agreed with key partners including Surfers Against Sewage (SAS). They may differ at individual bathing 
waters due to the position, length and diameter of the overflows and other local factors

  – when monitors are being checked or repaired

 – third party beach closure i.e. oil spills, exceptionally strong currents.

 
HOW IT WORKS

WWW.BEACHLIVE.CO.UK

It’s a beautiful autumn day and the Preston Sands beach at Paignton is showing ‘Blue’ on the BeachLive site. The 
‘Blue’ symbol means that there is no increased risk to water quality from overflows from the sewerage system. 
However, weather forecasts indicate a storm might blow in over Paignton from the Channel later.

The weather front drenches Paignton causing water to run off roads and driveways into storm water drains many of 
which are connected to the sewerage system. Tens of thousands of gallons are held in the storm tanks behind the 
seafront and at Preston Green.

The continued rainfall means the sewer system around the town is at capacity and Brokenbury Waste Water 
Treatment Works is treating maximum volumes. The levels in the storm tanks at Preston Green reach overflow and 
the storm water is discharged through a screened combined sewer overflow (CSO) into the sea 280 metres from 
Preston Sands beach. This lessens the risk of sewage backing up through toilets into nearby low-lying properties.

The event duration monitor (EDM) on the CSO measures an overflow lasting 8 minutes and relays a signal to South 
West Water’s control room in Exeter.

The overflow meets the ‘significance’ threshold set for the bathing water on the BeachLive system.

The ‘Blue’ symbol on the BeachLive site is replaced by an ‘Amber’ warning light and SAS send out alert texts to their 
registered service users.

The storm dies down and storm water in the system is passed forward to Brokenbury for treatment. Levels in the 
tank at Preston Green fall and there are no more significant overflows. The discharges which may have affected 
water quality are diluted by the sea and move away on the tide from the beach.

After 12 hours with no more significant overflow events, the ‘Amber’ warning is withdrawn and the ‘Blue’ symbol is 
reinstated on the BeachLive website.

Stages What Happens

1. 
 

2. 
 

3. 
 
 

4.  

5.

6.  

7. 
 

8.
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From 2011-2013 South West Water is 
sponsoring Keep Britain Tidy’s BeachCare 
initiative. The programme involves beach 
cleaning, community engagement, 
volunteering, and the promotion of local 
ownership of beach related issues.
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North Cornish coast



www.southwestwater.co.uk/report2012   Corporate Sustainability Report 2012   page 9

River water quality  
The rivers of the south west provide habitats for an 
abundant array of wildlife and numerous recreational 
opportunities for the region’s residents and visitors. 

Since 1989, South West Water has invested more than £100 
million on improving the treatment standards at its inland 
waste water treatment works. The latest available analysis 
has cited the region as having a higher percentage of high 
quality rivers than any other in England (over 90% classified 
by the Environment Agency as ‘very good’ or ‘good’). 

South West Water continues to look at ways to ensure  
that the health of the region’s rivers and wetland areas  
is maintained, recognising the implications this has for 
local industries including tourism, fisheries and the 
shellfish trade. 

Upstream Thinking  
Upstream Thinking is an award-winning South West 
Water-led initiative that serves to maintain and improve  
the ecological health of our region’s river network. 

Taking a holistic view of the water management of entire 
catchment areas, Upstream Thinking focuses on achieving 
improved raw water quality and supply levels through the 
preservation and restoration of the natural environment 
and the ecosystems within it. 

Upstream Thinking involves partner organisations, the 
agricultural community, landowners, researchers from 
the region’s universities and other stakeholders. The key 
activities include: 

Working with farmers and landowners to promote and 
support environmentally safe farming. 
Upstream Thinking aims to reduce the amount of diffuse 
pollution and agricultural run-off into the region’s 
waterways. The project involves farm visits, one-to-one 
advice, and the provision of grant funding for 
improvements, such as clean and dirty water separation, 
on third party land. 

The long-term benefits include: 

•  reducing the amount of resources (i.e. chemicals) needed 
to intensively treat water 

• increasing biodiversity 

• reducing energy use for water treatment 

•  potentially delaying the need to upgrade water treatment 
works.

Restoring peat bogs 
Peatland landscapes have been an intrinsic part of Exmoor 
and Dartmoor for over 5000 years. During this time, human 
intervention through agricultural drainage, peat cutting 
and burning has had a significant impact on the landscape, 
resulting in dried out and eroded areas of moorland with 
reduced potential for water and carbon storage.  

Using locally developed ditch-blocking techniques and 
other environmentally sensitive procedures, the partners 
involved in Upstream Thinking are working to re-wet the 
peatlands.  

The high quality of regional produce such as oysters is 
testament to the standard of the South West’s coastal and 
estuarine waters. 

River Avon, Devon
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The benefits this will bring include: 

•  a more consistent flow of water downstream with 
reduced flood risk   

• improved water quality with less sediment 

• reduced water treatment costs 

•  restored habitats for local wildlife (including insects, 
amphibians, otters, adders, snipe and curlew) 

• carbon capture and storage.

Following the success of the pilot project on Exmoor 
between 2006-2010, South West Water is investing £9.1m  
in Upstream Thinking between 2010 and 2015. It is hoped 
Upstream Thinking will deliver better quality raw water, 
avoiding the need for capital investment to upgrade 
treatment works and the operational expense of using 
large amounts of energy and chemicals to treat water.   
The benefit: cost ratio of this project has been calculated  
at 65:1 over 30 years, at a cost of just 65p per customer 
over five years.

Local schools visiting the Broadmead restoration site 
during National Science Week in March 2012. 

CONTINUE TO WORK IN PARTNERSHIP WITH 
OVER 40 LANDOWNERS, ADVISORY GROUPS, 
DEFRA AND REGULATORS TO DELIVER 
SOUTH WEST WATER’S CATCHMENT 
MANAGEMENT PROGRAMME KNOWN AS 
UPSTREAM THINKING. 

STATUS: MET 

Environmental Sustainability

•  farm improvements carried out in partnership with 
the Westcountry Rivers Trust in the Upper Tamar, 
Roadford, Upper Fowey and Wimbleball areas

•  extensive farm visits in the Otter Valley area to raise 
awareness  of agricultural pollution and instigate 
capital grants for farm improvements and 
monitoring 

•  habitat management, creation and restoration in the 
Culm area alongside the Devon Wildlife Trust as part 
of the Working Wetlands project 

•  support for the Cornwall Wildlife Trust’s Wild 
Penwith landscape restoration scheme in West 
Cornwall.

Upstream Thinking won the ‘Partnership Initiative of 
the Year’ category at the Water Industry Achievement 
Awards, March 2012. It also earned a win for South 
West Water in the Large Business category at the 
Finance for the Future Awards 2012. These recognise 
financial leaders driving sustainability within business.

2011/2012 achievements

Exmoor Mires Project  led by South 
West Water

Dartmoor Mires Project led by 
Dartmoor National Park Authority

Improvements in the Wimbleball, 
Roadford, Exe, Tamar and Fowey 
catchments led by Westcountry  
Rivers Trust

Devon’s Working Wetlands led by 
Devon Wildlife Trust

 
Wild Penwith led by Cornwall  
Wildlife Trust

The following projects are currently underway
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South West Water has also improved wildlife habitats at 
several operational sites including the installation of swift 
boxes at the waste water treatment works serving Exeter.

Sites of Special Scientific Interest (SSSIs)  
Having achieved Natural England’s 2010 target with 100% 
of SSSIs in ‘favourable’ or ‘unfavourable recovering’ status, 
South West Water is now working towards achieving the 
the 2020 target that at least 50% of SSSIs should be in 
favourable condition.

In 2011, the Devon Environmental Business Initiative 
awarded Karl Jones, Site Supervisor at Mary Tavy 
Hydro Electric Power station the accolade of 
Environmental Champion of the Year. This was in 
recognition of the work which he and his colleagues 
had undertaken to improve onsite biodiversity.

South West Lakes Trust has responsibility for delivering conservation at South West Water’s reservoir sites, many  
of which host valuable habitats and endangered species, including native woodlands, Culm grassland, dormice and 
various bat species. In order to balance conservation with recreation interests, many sites have specially designated 
reserves which are set aside for conservation purposes. The Trust’s Biodiversity Action Plan contains a 
comprehensive set of objectives and targets for the conservation of priority species and habitats. 

In 2011/12 the Trust delivered:

• 137.5km of paths open for public benefit

• 4 new conservation projects.

Conservation and wildlife

South West Lakes Trust has improved the habitat for 
Marsh Fritillary butterflies at Fernworthy, and received a 
butterfly conservation award in recognition of this work. 

Habitat work at Roadford has led to strong and 
increasing dormouse populations.
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AT STANNON LAKE IN CORNWALL, RECREATE 
SEMI-NATURAL HEATHLAND, ACID GRASS-
LAND AND WOODLAND HABITATS ON FORMER 
CHINA CLAY MINERAL WORKINGS USING AD 
DIGESTATE AND SIMILAR MATERIALS.

STATUS: MET 

Tree-planting on the shores of Stannon Lake. As existing bodies of water, the acquisition of Park and 
Stannon Lakes provided additional storage capacity 
more immediately and with less environmental 
disruption than the construction of an entire new 
reservoir. At Stannon Lake, originally an industrial 
site, work is currently underway to repopulate the 
flora and fauna of the surrounding landscape. Bird 
species including sand martin are now regularly  
being sighted.

Water resources  
Despite two years of below average rainfall, South West 
Water was able to avoid putting water restrictions in place 
for a fifteenth consecutive summer in 2011 with a sixteenth 
expected in 2012.  

This was achieved as a result of: 

• strategic investment in our distribution network

• expanding our reservoir system

• leakage control and pressure management.

Now fully operational, Park and Stannon lakes in Cornwall 
played a key role in ensuring resources were maintained 
during 2011/12. Formerly china clay pits, the two sites were 
acquired in 2006 and 2008 respectively with Stannon Lake 
now Cornwall’s second largest reservoir. 

Water efficiency  
South West Water has a five year target to work with 
domestic and business customers to deliver a 6.95 
megalitres per day (Ml/d) saving in water consumption.  

As at 31 March 2012, we had delivered ahead of plan, 
achieving 4.1 Ml/d saving in the first two years. We  
have achieved this through a combination of measures, 
including the supply of over 206,000 water saving devices 
primarily to household customers (water saving tap 
inserts, water butts, Cistern Displacement devices,  
hose trigger and shower devices) and undertaking  
over 740 site water audits with business customers. 

Environmental Sustainability
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TARGET 50 NEW PRESSURE MANAGEMENT 
SCHEMES DESIGNED AND IMPLEMENTED IN 
2011/12 TO REDUCE THE OPERATING 
PRESSURE IN THE AREAS OF OUR WATER 
SUPPLY NETWORK WHERE WE HAVE A HIGH 
OPERATING PRESSURE AND A HIGH 
FREQUENCY OF PIPE BURSTS.

STATUS: MET 

Water abstraction and leakage  
Valuing water as the precious resource it is, South West 
Water strives to keep leakage to a minimum. We abstract 
from our rivers no more than we need to maintain a 
reliable supply.

In 2011/12 we successfully surpassed our previous record 
to achieve a record low of 81.3 megalitres lost on average 
per day over a twelve month period.  

We designed and implemented pressure management 
schemes in areas of our water supply network which 
experience high operating pressure and a high frequency 
of bursts.

Our leakage response times benefited greatly from our 
PUROS mobile working systems. South West Water’s leak 
detection inspectors now have their work dispatched to 
them in the field via Personal Digital Assistants (PDAs) 
through which details of leaks can be fed back to the 
central control room. This enhanced method of 
communication has reduced the amount of time taken  
to process leaks by almost two days.  

 

Climate change has implications for our resources and 
distribution network. As such we have taken steps to 
identify how overall temperature rise, changes to 
seasonal rainwater patterns and extreme weather 
conditions could affect our operations, assets and 
water supplies. The flood protection scheme at Pynes 
Water Treatment Works in Devon is one example of 
investment in securing our assets.

Protecting our infrastructure

Leakage (Ml/day)
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Water Live

To ensure that leaks, repairs and other potentially 
disruptive operational events are communicated 
effectively to its customers, South West Water 
launched the online Water Live service in June 2011.

By searching a map of the region by postcode, 
customers can get live information on the status of 
any incidents affecting them. The service is intended 
for day-to-day use but will also be helpful in the case 
of any large scale incidents. South West Water’s 
website also has  
an online tool for 
customers to 
report leaks. 
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Environmental Sustainability

Pollution prevention 
Since 1999, all substantiated pollution incidents in England 
and Wales have been classified into 4 categories 1 (major), 
2 (serious), 3 (minor) and 4 (no impact) – in order of the 
severity of their impact on the water environment. 

In 2011, South West Water achieved a ten-year low in the 
total number of Category 1 to 4 pollution incidents. This 
reduction has been achieved as a result of investment  
in our sewerage and sewage treatment systems and 
improvements in our operation and maintenance of  
these systems.  

The majority of our sewerage network, as for all sewerage 
companies, is a combined system which includes surface 
water as well as foul. High levels of rainfall therefore can 
overload the system, which then requires overflows to 
operate in order to protect properties from flooding. We 
have progressively added storage tanks to our sewerage 
network to reduce spills, and the resultant risk of pollution, 
from these overflows. We are therefore maximising flows 
to sewage treatment works to ensure that, except in very 
heavy rainfall, all flows are treated to very high standards.  
For bathing waters there should be on average no more 
than three spills per bathing season (May to October) and 
for shellfish waters, no more than ten spills per annum.

Significant efforts are being made to reduce the number  
of pollution incidents through capital maintenance 
investment schemes targeting key assets to improve their 
reliability and reduce the risk of failure and pollution.

In 2011 the total included one Category 1 and fifteen 
Category 2 incidents. This compares with one Category 1 
and five Category 2 incidents in 2010. The single Category 1 
incident involved a pumping station where proactive work 
was already underway to refurbish the systems in place.  

The majority of the Category 2 incidents (11 of 15) in  
2011 were from problems either at overflows or on the 
sewerage network, many relating to blockages or sewer 
collapses.  We will be increasing our sewer cleaning, 
maintenance activities and speed of response to blockage 
problems in 2012/13, to ensure that we reduce the number 
of these events in the current year. We will also continue 
the roll out of enhanced monitoring systems, with the  
aim of improving the company’s knowledge of these assets 
and their performance characteristics.

The total number of Category 1 to 3 waste water pollution 
incidents in 2011 was 146 compared to 132 in 2010, 
although the total number of Category 1 to 4 incidents 
reduced from 216 to 207. There was also a reduced number 
of sewer network events, which was within the control 
limits set for ‘stable serviceability’. 

Many of the incidents reported only occurred for short 
periods of time and none of them resulted in any long term 
harm to the environment. The quality of the significant 
majority of both rivers and bathing waters in the South 
West region therefore remains high and represents some 
of the best in the country and indeed Europe.

When incidents do occur we have strict procedures in place 
to ensure the appropriate action is taken and that reporting 
to the relevant authorities is accurate and transparent.   
We always self-report pollution incidents when we are 
aware of them and co-operate fully with any investigation 
undertaken by the relevant authority. After each incident, 
the company takes such steps as are necessary to ensure 
the incident will not be repeated and that lessons learned 
are widely disseminated throughout the company.

Waste management  
South West Water is taking proactive steps to reduce  
the amount of waste sent to landfill. 

During summer 2011 we successfully trialled grit and 
screenings composting at Tiverton Waste Water Treatment 
works for ultimate disposal to land reclamation sites. It is 
anticipated that the recycling of these by-products of the 
waste water treatment process will be rolled out across 
further sites in the future. Regarded as environmental  
best practice in resource reuse, it also reduces costs by 
avoiding landfill.

Sludge disposal 
Recycling biosolids (treated sewage sludge) for use on 
agricultural land is a sustainable and well-regulated 
process that has been carried out for many decades. 
Biosolids supplied to farmers provide nutrients and 
organic matter for soil and crops. The use of biosolids is 
supported by the UK government and European Union,  
and strict regulations ensure minimum risk to humans, 
animals and the environment.

Our quality assurance processes for sludge disposal 
ensure that we fully meet regulations and guidance. Our 
compliance was again 100% in 2011/12. The total weight  
of biosolids disposed to land was 51.3 thousand tonnes.
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Energy usage and carbon footprint  
The whole Pennon Group is a net exporter of energy, 
largely due to Viridor’s renewable power generation via  
its landfill gas and energy-from-waste operations. 

As an individual company, South West Water is one of the 
largest energy users in the region and we recognise the 
implications this has for our carbon emissions and wider 
environmental impact. 

Annually the company’s energy bill is approximately  
£20 million. Around 80% of our energy usage is due to the 
amount of pumping required to supply drinking water and 
remove waste water across long distances to and from a 
dispersed population that lives in a relatively hilly part of 
the country. 

Through both investment and campaigns to introduce 
solutions promoted by our employees we are taking steps 
to reduce our operational energy consumption and lower 
our carbon footprint. 

These include:

• ‘Smart’ pumping technology  
   Using intelligent pump controllers and pumping system 

optimisation software to optimise efficiency

•  Asset optimisation  
Using reliability-centred maintenance techniques, 
remote monitoring and innovative technologies to identify 
asset degradation and pre-empt any problems

• The PUROS project 
  From our centralised control room PUROS technology is 

allowing us to operate assets and equipment remotely 
while also co-ordinating our employees’ tasks using 
advanced communications technology   

• Powerdown  
  This in-house initiative focusing on energy efficiency in 

the workplace. Powerdown is now in its third year. The 
entire staff base is engaged through awareness events,  
a website and an energy-saving ideas register.

In 2011/12, South West Water’s carbon emissions were 
marginally higher than planned although, as shown in the 
table above, there has been an overall reduction. Following 
prolonged periods of dry weather there was an increased 
energy need for pumping to ensure water supplies to 
customers were maintained. This was partially offset by  
the positive impact of our energy efficiency projects and 
renewable energy generation. 

South West Water is committed to an 80% reduction in 
carbon emissions by 2050 (on our 2009/10 baseline) as  
per the national framework. 

SAVE A FURTHER 3GWH FROM THE 
COMBINED ENERGY EFFICIENCY PROJECTS 
UNDER THE PUMP EFFICIENCY AND 
POWERDOWN PROGRAMMES.

STATUS: MET 

ACHIEVE A 3.3% REDUCTION IN 
OPERATIONAL CARBON EMISSIONS FROM 
ENERGY USAGE FROM 2009/10 LEVELS.

STATUS: NOT MET 

Greenhouse gas emissions (ktCO2e)

0 20 40 60 80 100 120 140 160 180 

2010/11

2011/12

168.0

164.6

South West Water continues its accreditation to the Certified 
Emissions Measurement and Reduction Scheme (CEMARS).
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Environmental Sustainability

Renewable energy 
In 2011/12 South West Water’s investment in renewable 
energy included the installation of solar panels at twenty- 
three sites (twenty 50KW schemes and three 100kw 
schemes) and the development of hydro-electric  
schemes at Colliford Dam and Bratton Fleming.  

At Lowermoor Water Treatment Works in North Cornwall 
we erected a single 100kW wind turbine. Set to generate 
around 280MWh – approximately 60% of the site’s power 
needs – it will effectively have paid for itself within five 
years due to the savings made on energy consumption  
plus income from the feed-in tariff (FIT).

Our goal is to ensure that 30GWh of the energy we use is 
generated from renewable sources by 2015. Ultimately 
South West Water aims to source 50% of its energy from 
renewables by 2050.

The erection of the wind turbine at Lowermoor, October 2011.

1

2

South West Water has increased its 
renewable energy capacity during 2011/12  
to help meet its longer term renewable 
energy and carbon emission targets.

9.84

2011/12

0.18

14.72

4.64

0.06

In 2011/12 we generated 14.72GWh from renewable sources

Hydro Electric Power

Wind

Total

Sewage Bio Gas

Solar

Wind and solar energy generation was installed towards the end of the year, therefore 
the full year effect still has to be determined.

9.11

2010/11

–

13.79

4.68

–
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3

4

 INCREASE THE INSTALLED CAPACITY OF 
SWW’S RENEWABLE ENERGY PLANT BY AT 
LEAST AN ADDITIONAL 450KW. 

STATUS: MET 

www.southwestwater.co.uk/report2012   Corporate Sustainability Report 2012  



  Corporate Sustainability Report 2012                                                   www.southwestwater.co.uk/report2012page 18

Social sustainability is related to a company’s capacity to meet the 
immediate and long-term needs of its customers, stakeholders and 
workforce while maintaining or improving overall quality of life.

Social Sustainability

  Corporate Sustainability Report 2012                                                   www.southwestwater.co.uk/report2012
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South West Water aims to ensure that its business 
activities have a positive social impact on the communities 
in which it operates. We provide an essential service,  
and we recognise the importance of understanding  
our customers’ priorities and engaging with them in a  
way that provides them with an opportunity to express  
their opinions.

Recognising that our employees make the difference  
which helps us achieve our corporate goals, South West 
Water is committed to nurturing a professional, skilled  
and motivated workforce. Accordingly we continue to  
invest in the training and development of our employees. 
Meanwhile, on a wider level, we are proud of the 
community and charitable work we undertake to improve 
the lives of those in our region and beyond. We believe that 
the positive value system this reflects is essential to our 
long-term success. 

Customer satisfaction p.20

Fairness and  
affordability p.22

Priority services p.22 

Health and safety p.23

Learning and development 
p.23

Employee assistance p.23

Community  
engagement p.24

Fundraising and 
sponsorship p.24

Access and recreation p.25

Supporting 
our people

Meeting the 
needs of 

customers

Improving 
quality of life
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Social Sustainability

page 20

Customer satisfaction  
At the core of South West Water’s ‘Pure Service’ strategy 
are the needs of our customers.  

In 2011/12 our customer research suggested that the 
average satisfaction with the overall service we provide  
is at the highest level seen in the last eight years (85%). 

The number of written complaints was 1,573 (25%) less  
than the previous year showing a continuing trend of 
improvement. 

Since 2010/11, customer satisfaction has also been 
measured by Ofwat’s Service Incentive Mechanism (SIM). 
This takes into account a number of customer service 
aspects including the number of written complaints  
and the results of customer satisfaction surveys.

South West Water achieved a 15% improvement in 
customer service between 2010/11 and 2011/12 based  
on its SIM score (2010/11: 58.1, 2011/12: 66.9). This 
contributes to a 78% improvement over two years.

We continue to look at ways to further enhance our levels 
of service. Within our call centre we have taken steps to 
deal with complex issues more quickly, thereby reducing 
the likelihood of a complaint escalating. This includes  
the training of expert staff to deal with such matters.  
In addition, we are set to roll out an enhanced Customer 
Relationship Management (CRM) system in the coming 
year to ensure that when a problem cannot be solved at  
the first point of contact we have a more thorough process 
of seeing it through to resolution.
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Safe, clean drinking water is the top  
priority for our customers. In 2011/12 
South West Water achieved almost  
100% compliance with water quality 
standards.

www.southwestwater.co.uk/report2012   Corporate Sustainability Report 2012  
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Social Sustainability

Fairness and affordability 
Government Legislation: £50 bill reduction for South 
West Water customers 
Since privatisation in 1989 South West Water customers 
have effectively been paying for the protection and upkeep 
of a third of the nation’s bathing waters. Highlighted in the 
2009 Walker Review and pursued vigorously by South West 
Water alongside regional MPs, consumer groups and 
media organisations, this sensitive regional issue was 
addressed in December 2011 with the publication of the 
‘Water for Life’ White Paper. This included a Government 
pledge to reduce household bills in the region by £50 per 
year from 2013/14.

The legislation was formally passed on 1 May 2012, and 
came into force on 1 July 2012. Customers will receive a 
£50 credit to their bills from April 2013.

It is South West Water’s aim to treat customers 
appropriately to their circumstances and the company 
offers a number of initiatives to assist those struggling to 
pay their bills. Our industry-leading ‘Affordability Toolkit’ 
was recognised by the Citizens Advice Bureau in its 2011 
publication ‘How to do the right thing. Examples of good 
practice that help consumers address and overcome 
periods of financial difficulty’.

 
South West Water’s affordability toolkit includes: 

•  WaterCare+ – free service which includes household 
water use audit and benefit analysis. In 2011/12 we 
helped our 10,000th customer. 

•  Restart scheme – helping more than 7,700 customers  
to reduce their debt by incentivising them towards a 
pattern of regular payments

• instalment-based payment plans 

•  WaterSure tariff – for those in receipt of means-tested 
benefit or Tax Credit 

•  FreshStart £1m fund – managed by an independent 
board for one-off hardship cases.

 
South West Water is now delivering campaigns for relevant 
sectors experiencing affordability issues, for example by 
working in partnership with Age UK.

We also provide a training and administration resource for 
Citizens Advice Bureau staff.

Priority services  
South West Water is an industry leader in the provision  
of priority services to those customers most in need.  
These include: 

•  enhanced services for people who need assistance 
reading their meter 

• braille bills

• large print bills 

•  arrangements for water delivery in the case of 
interruptions for those with a medical condition 
necessitating a constant water supply.

Our Priority Services Register is promoted by our company 
‘caravan’ and website and at regional Citizens Advice 
Bureaux. At 31 March 2012 we had 8578 customers on  
the register.CONTINUE TO OPERATE AND PROMOTE THE 

WATERCARE PROGRAMME INCLUDING 
ANALYSING THE LONG TERM IMPACT OF 
WATER AUDITS IN ASSISTING AFFORDABILITY 
IN VULNERABLE HOUSEHOLDS, AND EXPAND 
THE PROGRAMME TO INCLUDE THE OFFER  
OF ENERGY SAVING ADVICE.

STATUS: MET 

EXPAND THE FRESHSTART FUND TO ASSIST 
CUSTOMERS, ESPECIALLY VULNERABLE 
CUSTOMERS SEEKING HELP WITH WATER 
DEBT.

STATUS: MET 
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TARGET A ONE YEAR RIDDOR INCIDENT  
RATE OF NO MORE THAN 1500 PER 100,000 
EMPLOYEES IN THE CALENDAR YEAR 2011, 
WORKING TOWARDS AN OVERALL AIM OF 
ZERO ACCIDENTS IN THE WORKPLACE. 

STATUS: NOT MET 

INTRODUCE AN EMPLOYEE ASSISTANCE 
PROGRAMME, FIRST DAY ABSENCE 
MANAGEMENT SYSTEM AND TELEPHONE 
TRIAGE PHYSIOTHERAPY SERVICE. 

STATUS: MET

 

Our employees
South West Water prides itself on being a responsible 
employer, attaching paramount value to the safety, 
training, needs and ambitions of its employees. In March 
2012 we retained the Investors in People standard, once 
again obtaining silver status.

Health and safety  
South West Water’s Occupational Health and Safety 
strategy focuses on providing strong leadership, 
engagement with employees, building competence and 
measuring performance. These principles are promoted 
by a health and safety steering group comprising a 
cross-section of directors, managers and employee 
representatives. Directors and senior managers carry out 
a number of audits each year and the company continues  
to promote in-house behavioural safety campaigns such  
as ‘TAP’ (Think, Act, Prevent). 

In 2011, twenty RIDDOR incidents were reported. As a 
result, the year end position was 1,628 incidents per 
100,000 employees. However, this represents a 19% 
improvement compared with 2010. 

Learning and development 
South West Water works with employees to help them 
upgrade their knowledge, skills and abilities. 

•  The training centre at Hatherleigh 
In 2011/12 over 280 technical training courses were 
delivered from our accredited training centre at 
Hatherleigh. 103 NVQs were awarded in a wide range  
of technical subjects including operating process plant, 
fire safety management and confined space entry. 1600 
participants developed new skills and refreshed their 
knowledge in subjects needed for our increasingly 
complex and technology-driven operating environment.

•  GROW  
In 2011 we completed our first internal GROW 
programme. Designed to advance bwusiness knowledge, 
enhance personal effectiveness and facilitate innovative 
thinking, this was attended by forty-nine employees. 

•  Management Academy 
Our Management Academy delivers ‘Managing for 
Success’, a programme accredited by Coventry University 
for first line managers. During 2011 over forty employess 
participated with many achieving promotion or an 
enhancement of their job role.

Employee assistance 
We introduced our Employee Assistance Programme 
during the year, including a first day absence management 
and reporting process, confidential employee telephone 
and online helpline, and telephone triage physiotherapy 
service.  

These initiatives have helped reduce employee absence to 
a stable 3%.

New apprentice Joe Colton-Dyer.
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Community engagement  
South West Water is actively involved with local community 
projects, including educational schemes co-ordinated in 
partnership with local schools, colleges and universities. 

During 2011/12 our educational support included: 

•  providing work experience placements to school and 
university students

•  five gap-year student placements offered as part of the 
‘Year in Industry’ programme

•  sponsorship for STEM (Science, Technology, Engineering 
and Maths) days in partnership with The Smallpiece Trust 

•  delivering lectures on Operational Management and 
Customer Service at the University of Bristol for its MSc 
Water & Environmental Management students 

•  the provision of educational materials to local schools, 
including science experiments to demonstrate the water 
cycle to primary school children.

Our community support included:

• 16 company awareness talks to community groups 

•  support for the Devon Environmental Business Initiative 
(DEBI) 

• Project Management Workshops for the Poltimore Trust

•  financial support for Keep Britain Tidy’s BeachCare 
initiative, to be supplemented by employees volunteering 
for beach cleans

• expansion of employee volunteering programme

•  regular attendance of the company ‘caravan’ at public 
events

•   three sites opened to the public in September as part  
of the Heritage Open Days initiative.

In addition, two South West Water Directors are on the 
Boards of the Cornwall and Heart of the South West Local 
Enterprise Partnerships.

 
Fundraising and sponsorship 
South West Water continues to support WaterAid as  
its corporate charity, promoting a range of employee 
fundraising iniatives and raising awareness within its 
customer base.

We sponsor a number of community-focussed initiatives 
under the themes of youth, water and environment.  In 
2011/12 the total community sponsorship was £79,856.
Examples in 2011/12 included:

• Cornwall Wildlife Trust’s Your Shore Project

• Devon Wildlife Trust’s Nature Reserve publication

• South West Tourism Awards

• Surf Life Saving GB Nipper Championships

South West Water staff raising funds for WaterAid on World 
Toilet Day in November 2011. 

PROVIDE SITES FOR PUBLIC VISITS AS PART 
OF NATIONAL HERITAGE OPEN DAY EVENT 
WITH TARGET OVERALL OF 200 VISITORS.

STATUS: MET

DEVELOP AND IMPLEMENT A SOUTH WEST 
WATER BADGED PILOT EMPLOYEE 
PROGRAMME OF VOLUNTEERING. 

STATUS: MET 

PROVIDE A RANGE OF OPPORTUNITIES TO 
SUPPLEMENT STUDENT EDUCATION AND 
ENHANCE PUBLIC AWARENESS OF SOUTH 
WEST WATER’S ROLE AND ENVIRONMENTAL 
ISSUES. 

STATUS: MET

Social Sustainability
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Access and recreation  
South West Water’s reservoirs provide ideal opportunities 
for a wide range of recreational and conservation activities 
such as watersports, bird watching and fishing.   

Our partner organisation, the South West Lakes Trust, 
(www.swlakestrust.org.uk) manages sustainable 
recreation, education and nature conservation activities on 
and around the region’s lakes and reservoirs. Throughout 
the year numerous events take place, from sailing lessons 
and outdoor activity days to nature workshops and bat 
discovery walks. 

 In 2011/12 South West Lakes Trust:

•  opened new outdoor and active facilities at four 
reservoirs (this included a new high ropes course, 
climbing wall and archery at Wimbleball reservoir)

•  installed cycle paths at Upper Tamar lakes and Roadford 
(for which South West Water provided seedcorn funding)

•  opened a new vistors centre at Lopwell dam interpreting 
the history of the landscape and water supply.

South West Water works in partnership with a range of 
organisations to help promote and improve the access and 
recreation opportunities afforded by the region’s coastline 
and inland waterways. These include local tourism bodies, 
the region’s Wildlife Trusts, and its national park 
authorities. Members of these organisations are invited  
to our bi-annual Recreation and Conservation Forum.

In February 2012, South West Water employee Suzie 
Golics travelled to Zambia to help raise awareness  
about the work of WaterAid, an international charity 
founded by water industry workers in 1981 to help 
improve access to water and sanitation in some of the 
world’s poorest regions. 

Suzie spent her time in the community learning about  
the challenges of living in a region where just over half 
the population have clean water and less than half have 
access to sanitation.  

South West Water has been supporting WaterAid for  
over 20 years, and in that time staff and customers  
have raised more than £4 million for the charity. 

WaterAid: making a spash in Africa

Sailing at Wimbleball reservoir, image courtesy of South 
West Lakes Trust.
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In addition to a company’s capacity for financial success, its long  
term reciprocal relationship with the wider economic environment  
will determine its economic sustainability.

Economic Sustainability
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Leakage inspector Mel Selvester checks the  
status of mains on Plymouth seafront, Devon
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South West Water plays a significant role in the regional 
economy.  Since privatisation of the water industry, our 
investment in Clean Sweep has enhanced the natural 
capital of the region leading to economic growth through 
tourism and associated industries. 

Meanwhile, as one of the largest employers in the region, 
South West Water employs 1,400 people both directly and 
through its contact centre subsidiary (Source Contact 
Management Limited).

Financial results p.28

Operational efficiency p.28

Responsible financing p.31

Infrastructure p.28

Skills p.29
Sustainable supply chain 

management p.30

Investing for 
the future

Staying 
profitable 

and efficient

Supporting  
the regional 

economy
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Economic Sustainability

Financial results 

In 2011/12 South West Water’s financial performance has 
been strong. An increase in turnover and good operational 
cost control have resulted in South West Water’s operating 
profit increasing by £15.0m to £204.7m. With consistent 
outperformance of both efficiency targets and financing 
costs, profit before tax has increased 9.8% from the 
previous year.

The financial results were complemented with high 
standards of customer service and very strong  
operational delivery. 

Operational efficiency 

Ensuring the 1serviceability of our assets and making 
efficiency savings is vital to delivering sustainable and 
cost-effective tap water and sewerage services to our 
customers. 

South West Water continues to look at ways to optimise  
the performance of both our assets and workforce  
and in 2011/12 we continued to expand the use of our 
PUROS system. 

Using advanced technology PUROS allows us to do the 
following:

•  remotely manage and monitor our assets and equipment 
from a centralised control room

•  flexibly deploy a mobile workforce to specific sites as and 
when issues occur 

•  send and receive information using PDAs (Personal 
Digital Assistants) 

•  speed up the process of repair diagnosis and correction 
(eg. leaks and bursts).

South West Water has also expanded its use of data-
monitoring systems to ensure that potential equipment 
failure can be better predicted and therefore avoided, 
thereby reducing the associated costs of major faults. 

The company is successfully using thermal image  
cameras to identify network ‘hot spots’ generated by  
either mechanical or electrical faults. We are also trialling 
Artesis – an intelligent predictive maintenance system that 
uses NASA-developed technology to monitor the condition 
of pumps by focussing on vibration levels.

 
 
Investment
Infrastucture 
Capital expenditure in 2011/12 was £130.8m compared to 
£125.1m in 2010/11. The bulk of investment went towards 
the maintenance of existing assets and ensuring the 
reliability and sustainability of the network. This was 
reflected in South West Water’s operational assets 
achieving ‘stable serviceability’ status in all areas.  

Other key areas of focus :

•  water resources and ensuring the resilience of the 
network

• improving drinking water quality 

• delivering environmental improvements

• supporting growth and development in the South West.

PUROS is successfully allowing South West 
Water to optimise the performance of both 
its assets and workforce.

1Serviceability measures the performance of our assets in delivering services to  
our customers and protecting the environment. Serviceability is assessed using a 
different set of measures for each of our asset groups: water non-infrastructure,  
water infrastructure, waste water non-infrastructure and waste water infrastructure. 
Our target is to maintain ‘stable serviceability’, as assessed separately for each of 
twenty serviceability measures. In 2011 this was achieved.
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Skills 
As one of the largest employers in the region we recognise 
that we have a key role to play in the regional economy and 
we continue to invest in the development of talent for the 
future. 

During 2011/12 our apprenticeship scheme grew with 
sixteen new recruits joining the company. These 
apprentices are based in Operations and are on a three 
year training programme, which combines on the job 
training with vocational training delivered in partnership 
with South Devon and Cornwall Colleges. The Apprentice 
intake is expanding to include further business 
administration, laboratory technician and IT apprentices.

DRINKING WATER £62.0m  WASTE WATER £68.8m

FOCUS

Water supply improvements including water mains 
renovation and water treatment works enhancement 

KEY INVESTMENTS:

•  upgrading filtration and refurbishment of Tottiford in 
Devon and Drift in Cornwall water treatment works

•  construction of a new service reservoir near Newquay, 
Cornwall. (£3m service reservoir to supply 9000 
homes. Completed March 2012)

•  132km of mains renovations and replacements

•  investment in the new borehole at Greatwell,  
East Devon. 

FOCUS

Asset enhancements and maintenance  

KEY INVESTMENTS:

• significant upgrades at three sewage treatment works 

• sewer rehabilitation.  

On 1 October 2011 the Government transferred the ownership of the majority of private sewers to water and sewerage 
companies. The sewer network for South West Water increased by over 50% (approximately 5,500km). This had a 
knock-on benefit for sewerage customers who are no longer at risk of disproportionate sewer maintenance costs  
and are now only responsible for drains located within and serving their properties. 

South West Water will continue to maintain and improve the adopted network over the coming years starting with a 
capital investment programme focused on replacing those systems most in need. 

Private sewers

South West Water’s capital expenditure was allocated between drinking water and waste water areas, as follows:
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Economic Sustainability

Suppliers should:

•  assess and manage key 
environmental risks

•  comply with environmental 
regulations

•  focus on waste reduction and 
recycling

•  measure their carbon footprint 
and target reductions 

•  larger companies are expected to 
have formal environmental 
management systems accredited 
to ISO 14001.

Suppliers should:

• be financially sound

•  operate a sustainable cost model 
providing a fair wage for 
employees and timely payment 
of suppliers

•  support an open book approach 
to cost, encouraging 
collaboration and driving 
sustainable cost reduction

•  maximise the benefit for the 
economy and employment in 
South West Water’s region.

Suppliers should:

•  operate to the highest ethical 
standards

•  accept South West Water’s 
Supplier Code of Conduct

•  comply with provisions of the 
Bribery Act 2010

• declare any personal interests

•  comply with international labour 
standards in accordance with the 
principles of the International 
Labour Organisation Conventions

•  support sustainable local 
communities in their areas of 
activity

•  adopt appropriate ethical 
standards for global trading (ETI, 
SA 8000, UN Global Compact).

Sustainable supply chain management
As one of the largest private businesses in the region, 
South West Water recognises the major economic ripple 
effect of using external contractors and suppliers to 
provide both core and specialist services.

 We continue to foster strong relationships with local 
businesses and have introduced a ‘mixed economy’ model 
during the 2010-2015 (K5) period which sources services 
from both smaller contractors and larger companies. 

Our procurement process sets standards for our individual 
suppliers’ approaches to economic, financial and 
environmental sustainability and we take rigorous steps  
to ensure that they meet strict criteria in this regard.

ENVIRONMENT  ECONOMIC  SOCIAL AND ETHICAL

CASE STUDY: The Ecosave alarm detects unusually 
long periods of water flow then sounds an alarm, 
warning the householder of a potential leak. 

The product was designed and manufactured in Devon  
and has now been installed in over 5,000 homes in  
the south west through an innovative  program with 
South West Water to provide additional reassurance  
to vulnerable customers.
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Responsible financing
South West Water is a sustainable business, investing  
in the longevity of its assets, which is underpinned by 
responsible financing. Accordingly South West Water has 
robust treasury policies in place to ensure that borrowing 
and financial commitments are appropriately managed. 
These include:

•  there are always pre-drawn or committed facilities to 
cover at least one year’s estimated cashflow

• no more than 20% of borrowing matures in any one year.

The company seeks to ensure that sufficient funding is 
available to meet foreseeable needs, maintain reasonable 
headroom for contingencies and manage interest rate risk. 
It operates within policies approved by the Board and does 
not undertake any speculative trading activity. 

Funding facilities are in place to cover both medium  
and long term requirements, including loans from the 
European Investment Bank. In addition, short term 
facilities exist with a range of financial institutions. 

Derivatives, usually interest rate swaps, are used to 
manage the mix of fixed and floating rate debt, following 
the Pennon Group treasury policy that at least 50% of 
South West Water’s debt is fixed for a regulatory period.

South West Water aims to achieve a level of gearing within 
Ofwat’s ‘optimum range’ of 55-65%. Further details of 
South West Water’s treasury and financing policies are 
given in its Annual Report & Regulatory Accounts. 

Final Clean Sweep scheme,  
Polperro, Cornwall
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This is the fifth year that Acona has been retained by the 
Sustainability Committee of Pennon Group to undertake  
an independent review of the South West Water Corporate 
Sustainability Report and provide assurance that:

•  The quantitative data (including those relating to carbon 
emissions) are materially accurate

•  The qualitative statements can be supported by evidence 
and properly represent activity across the company

• The report gives a balanced picture of performance

•  Performance in respect of previously published targets  
is accurately reported.

Responsibilities of South West Water and  
Acona Partners LLP 
The information and statements contained within South 
West Water’s Corporate Sustainability Report for 2012 
(hereinafter the Report) are the responsibility of South 
West Water. This statement is the responsibility of Acona 
Partners LLP and represents our independent opinion of 
the content of the report and is addressed to Pennon 
Group’s (South West Water’s parent company) 
Sustainability Committee.

Scope and process 
The review covered South West Water’s operations for  
the period specified in the Report. Information subject to 
verification by other third parties – such as financial data 
included within the Annual Report and Accounts and other 
regulated information, including that presented to OFWAT 
– was outside our scope. However, we have relied on it in 
forming our conclusions. 

In performing our work we adopted the following 
approach:

•  Desk-top evaluation and detailed analysis of the raw data 
used to construct the Report, including comparisons with 
previous years

•  Review of internal and external documents relating  
to Corporate Responsibility management, including 
policies, procedures and stakeholder comments, 
particularly ensuring that evidence was made available 
to support substantive comments and claims made in 
this Report

•  Detailed interviews with employees involved in compiling 
the Report to test the accuracy of the data and underlying 
processes.

The work was undertaken by a multi-disciplinary team 
whose members have expertise in the areas of CR 
assurance and reporting, and of wider aspects of CR  
both within the water sector and more broadly. 
Biographical information – including details of individuals’ 
experience and backgrounds – can be found on our website 
http://www.acona.co.uk/who-we-are.html

Opinion 
Based on our work we conclude that:

•  The Report correctly identifies the company’s material 
social, economic and environmental impacts and 
provides a balanced and comprehensive account of  
its performance in these areas

•  The data, and inferences drawn from them, and 
substantive statements are materially accurate and  
are supported by a range of evidence from internal and 
external sources. Inaccuracies identified during the 
verification process were of a minor nature, were readily 
rectified and the report was amended accordingly

•  Data relating to carbon emissions were reported in 
accordance with the guidelines contained within the UK 
Water Industry Research’s Carbon Accounting in the UK 
Water Industry (which is consistent with the approach 
adopted by the WRI Protocol for Greenhouse Gas 
Emissions) 

•  Progress against a wide range of targets was accurately 
presented.

Verification Statement
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South West Water has reported on its social, economic  
and environmental impacts for a number of years. This is 
reflected in the maturity of its processes for gathering data 
and the high degree of importance data owners attach to 
accuracy. These processes – and the outputs from them 
– continue to be closely aligned with other internal and 
external reporting. The company’s approach to the 
management of sustainability is integrated within the 
overall business strategy and there is a robust process for 
identifying appropriate objectives and monitoring progress 
towards their achievement. There is ample evidence that 
operational decisions are influenced by consideration of 
economic, social and environmental impacts.

This year’s report gives stakeholders clear insights into 
how the company has performed across the different 
dimensions of sustainability and its plans for the future. 
The company’s Upstream Thinking project is a powerful 
example of how it is addressing fundamental challenges  
in an innovative way and provides evidence of how it is 
engaging with different stakeholders to secure mutually 
beneficial outcomes. The company has reacted positively  
to recommendations for improvements (both in data 
collection and how performance is reported) we have 
made in previous years. 

Recommendations for future reporting 
Our comments on the reporting process and report itself, 
together with suggested areas for improvement, will be 
raised in a letter to Pennon Group’s Sustainability 
Committee. Neither the comments nor recommendations 
contained therein affect our opinion on the Report as set 
out in this statement. Our main recommendations are 
provided below.

In future Reports, the company may wish to consider the 
following areas for inclusion:

•  Providing further examples of how its widespread 
programme of stakeholder engagement is helping to 
shape its strategy and the objectives of specific initiatives

•  Information on how its performance – particularly in 
areas that have been highlighted as being a primary 
concern of both domestic and commercial customers – 
directly compares to others within the sector.

Paul Burke  
Senior Partner 
15h June 2012

Acona Partners LLP

Acona Partners LLP is an independent consultancy, based in London. We have broad expertise and advise large, mainly corporate, clients on the full 
range of social, environmental and ethical matters. More information on Acona can be found on our website – www.Acona.co.uk

With the exception of this work, Acona has no commercial relationship with Pennon Group and/or its subsidiaries. The total fees payable in respect of 
this work accounted for less than 10% of Acona’s annual turnover.
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Met

 
 
 
 
Met 

 
 
Met

 
 
Met

 
 
 
 
 
Met

 
Met 

 
Met 

 
Not met  
20 RIDDOR events were reported in 2011. As a 
result, the year end position is 1,628, above the 
target of 1,500. However, this represents an 
19% overall improvement compared with 2010. 

Met 

 
Not met 
Emissions were slightly higher than planned 
although there was an overall reduction 
compared with the previous year. Due to 
prolonged periods of dry weather there was an 
increased energy need for pumping to ensure 
supplies were maintained. This was partially 
offset by the positive impact our energy 
efficiency projects and renewable energy 
generation are having. 

Met 

Met 

Met

 
Met

 
Met 

1.  Continue to work in partnership with over 40 landowners, advisory 
groups, Defra and regulators to deliver South West Water’s 
catchment management programme, known as Upstream 
Thinking, across the region and prepare outline proposals for the 
PR14 submission.

2.   Provide a range of opportunities to supplement student education 
and enhance public awareness of SWW’s role and environmental 
issues.

3.   At Stannon Lake in Cornwall, re-create semi-natural heathland, 
acid grassland and woodland habitats on former china clay mineral 
workings using AD digestate and similar materials.

4.   Set up appropriate plans at up to 25 beaches subject to the beach 
managers agreement to inform beach/bathing water users as fully 
as possible of any relevant increase in risk to their health or welfare 
from events at a SWW asset, so as to allow them to make an 
informed choice about their behaviour, and support the BeachCare 
initiative. 

5.  Expand the FreshStart Fund to assist customers, especially 
vulnerable customers seeking help with water debt.

6.   Provide sites for public visits as part of National Heritage Open Days 
event with target overall of 200 visitors.

7.   Develop and implement a South West Water badged pilot employee 
programme of volunteering.

8.   Target a one year RIDDOR incident rate of no more than 1,500 per 
100,000 employees in the calendar year 2011, working towards an 
overall aim of zero accidents in the workplace. 

 
 
9.   Introduce an Employee Assistance Programme, First Day absence 

management system and Telephone triage physiotherapy service.

10.   Achieve a 3.3% reduction in operational carbon emissions from 
energy usage from 2009/10 levels. 
 
 
 
 
 
 
 

11.   Continue to operate and promote the WaterCare programme 
including analysing the long term impact of water audits in assisting 
affordability in vulnerable households, and expand the programme 
to include the offer of energy saving advice

12.   Target 50 new pressure management schemes designed and 
implemented in 2011/12 to reduce the operating pressure in the 
areas of our water supply network where we have a high operating 
pressure and a high frequency of pipe bursts.

13.   Increase the installed capacity of SWW’s Renewable Energy plant 
by at least an additional 450kW.

14.   Save a further 3GWh from the combined energy efficiency projects 
under the Pump Efficiency and PowerDown programmes.

15.  Maintain certification to ISO 14001 across the company.

SOUTH WEST WATER SUSTAINABILITY TARGETS 2011/12  PERFORMANCE



SOUTH WEST WATER SUSTAINABILITY TARGETS FOR 2012/13

1.   Continue to work in partnership to deliver the Upstream Thinking catchment management programme. Work with 
stakeholders to develop continuing support for this programme for PR14.

2.  Working in partnership, continue to develop an exemplar of integrated land management for drinking water provision and 
other landscape benefits, such as biodiversity and fisheries, through the development and management of ecosystem 
services at Park and Stannon Lakes.

3.  Set up appropriate plans at up to 40 beaches to inform beach/bathing water users as fully as possible of any relevant 
increase in risk to their health or welfare from events at a SWW asset, so as to allow them to make an informed choice 
about their behaviour.

4.  Continue to operate and promote WaterCare+, targeting assistance at a further 2,000 customers in 2012/13, and deliver 
campaigns for relevant sectors experiencing affordability issues. 

5. Maximise use of local sub-contractors to support direct employment in SWW’s operating region.

6.  Continue to develop our community engagement through a range of tools including education, Heritage Open Days, 
company talks, and employee volunteering.

7.  Target a one year RIDDOR reportable incident rate of no more than 1,500 per 100,000 within the 2012 calendar year across 
company activities, working towards an overall aim of zero accidents in the workplace.

8.  Complete stage one of Operations Apprenticeship programme for first cohort, and seek further opportunities to broaden 
the Apprenticeship programme across the business.

9.  Target greenhouse gas emissions reduction compared with 2009/10.

10.  Continue to promote water conservation across the customer base by achieving a cumulative saving of 4.17Ml/day by  
31 March 2013.

11.  Continue implementation of the pressure management strategy at targeted locations across the water distribution 
network to deliver a reduction in average pressure of 1 metre per head during 2012/13. (This aims to reduce leaks and 
bursts extending the life of our infrastructure and supporting on-going delivery of our overall leakage target in a more 
cost effective way.)

12. Increase the installed capacity of SWW’s Renewable Energy plant by an additional 300kW. 

13.  Save a further 5GWh from the combined energy efficiency projects under the Pump Efficiency and PowerDown 
programmes.

14. Maintain certification to ISO 14001 across the company.

South West Water is currently preparing for the price review in 2014 (PR14) in which Ofwat will determine our charges 
for the 2015-2020 period based on our planned business activity.

 As part of the business planning process and under guidance from Ofwat we have created an independent 
‘WaterFuture’ Customer Challenge Panel.

 This comprises senior representatives from the Environment Agency, Drinking Water Inspectorate, Natural England 
and Consumer Council for Water, alongside representatives of the region’s business community, local authorities and 
customer/stakeholder groups.

 The role of the panel in the coming year will be to ensure our business plan adequately reflects an understanding of 
our customers’ priorities and that our planned activity is socially, economically and environmentally sustainable.

 PLANNING FOR THE FUTURE: WATERFUTURE CUSTOMER CHALLENGE PANEL

For more information www.southwestwater.co.uk/waterfuture
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Burrator Reservoir, Dartmoor, Devon
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