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INTRODUCTION

Who is South West Water and  
what do we do?
South West Water is the water  
and sewerage services provider  
for Devon, Cornwall and parts  
of Somerset and Dorset. We  
are a wholly owned subsidiary  
of Pennon Group Plc.

What is this report about?
Our sustainability report summarises South  
West Water’s performance during 2012/13.   
In particular it explores the steps we have taken 
to be environmentally, socially and economically 
sustainable. We focus on our role within the 
natural environment, both how we manage our 
environmental impacts and how we respond to 
environmental challenges such as climate change.  
We also review our relationship with society – 
customers, the community, employees and  
the local economy.
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HIGHLIGHTS

HIGHLIGHTS  
FOR THE YEAR  

 16 consecutive years without water 
restrictions.

Industry-leading leakage control. 

Top quality drinking water.

 

Best-ever waste water treatment performance.

 

Highest ever output of renewable energy.

 Award wins for Upstream Thinking, our 
flagship catchment management initiative 
(Environmental category of the 2012 Utility 
Industry Awards and the ICAEW Finance 
for the Future Awards 2012 Large Business 
category). 
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HIGHLIGHTS

Park Lake, the former china clay quarry now 
used as a reservoir, awarded County Wildlife 
Status, following our work to enhance the 
landscape and habitat.

Community engagement strengthened with 
our employee volunteering programme and 
support for the successful bid for a University 
Technical College in South Devon.

 

Customer service score improved.

 

Introduction of a new social tariff for 2013/14.
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Our customers
During 2012/13, South West Water continued its upward trend of improved 
customer service reflected by a favourable SIM (Service Incentive 
Mechanism) score. The number of written complaints has halved over the 
last three years and customer satisfaction with service reached 84%. 

In April 2013, the £50 Government Payment came into effect, designed to 
address the ‘historic unfairness’ that has, since privatisation, seen the 3% of 
the country’s population that live in the South West effectively paying for the 
upkeep of one third of the nation’s bathing waters. South West Water worked 
with MPs of all parties and consumer groups for over four years to influence 
Government, and we are pleased with this outcome for customers. 

South West Water has further developed its ‘Affordability Toolkit’ during 
2012/13, which targets customers in financial need.  We are pleased to report 
that we are one of a small number of water companies to have launched 
a new social tariff for 2013/14 which will be delivered with support from 
the Citizens Advice Bureaux. We have identified opportunities for targeted 
assistance by establishing a partnership with Age UK to engage with older 
customers, and partnering with housing associations to engage with low 
income customers. In addition, we have sponsored ‘Battle the Bills’ sessions 
which have helped small businesses by offering advice on water and  
energy use. 

CHIEF EXECUTIVE’S
STATEMENT

Sustainability is at the heart of our business strategy. 
It is embedded throughout our operations and helps 
us deliver strong performance and lasting value for all 
our stakeholders. Through our service provision and 
methods of operation we continually aim to provide 
clear community benefits and protect and enhance  
the environment.

In 2012/13 we continued to outperform our efficiency 
targets and our success has enabled us to commit to 
an extra £60 million investment programme, designed 
to enhance protection for bathing waters, maintain 
nearly six million metres of sewers and help those 
customers in the most need. Sharing our efficiencies 
with our customers and the communities we serve is 
part of our sustainable business model.

CHIEF EXECUTIVE’S STATEMENT
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Work in preparation for competition for business customers continued 
through our specialist ‘Source for Business’ service, which has continued 
to deliver water and energy efficiency services for an increasing number of 
customers across a wider range of industries. Meanwhile, South West Water 
also continued to enhance digital services for customers, widening its use of 
online communication platforms including social media, a mobile App and 
enhancements to MyAccount, WaterLive and BeachLive services.

Our environment
Over recent years, South West Water has taken steps to ensure resilience 
to changing weather patterns, for example by acquiring additional water 
resources. 

During 2012/13, operational excellence was achieved in many areas of the 
business, including drinking water quality, leakage control and the prevention 
of interruptions to our customers’ supplies. However, challenges were 
experienced in other areas. 

In stark contrast to the dry weather of early 2012, the challenge in the 
latter half of the year and the start of 2013 was extreme wet weather with 
widespread flooding affecting homes, businesses and transport links across 
the region. As a direct result we suffered increased numbers of internal 
and external sewer flooding incidents. Recognising the distress this causes 
our customers, we focussed our immediate efforts on cleaning up homes 
suffering from sewer flooding. ‘Flood surgeries’ formed with the Environment 
Agency and local authorities have been established to provide longer term 
solutions for those in the worst affected areas.

Extended periods of wet weather increase energy use to pump high volumes 
of waste water long distances for treatment. Consequently, whilst our energy 
use and resulting carbon footprint for 2012/13 is below the 2009/10 baseline, 
the exceptional weather has compromised the year on year reduction 
targeted. We have, however, continued to invest in expanding our capacity to 
generate renewable energy, installing solar PV at seven operational sites in 
the year.

Bathing water quality is impacted by a range of factors such as diffuse 
pollution from agricultural run-off, as well as discharges from waste water 
treatment works and storm overflows. The challenging weather conditions 
meant that bathing water quality saw a decline in certain areas of the region 
during 2012. This is regrettable given that the South West achieved its best 
ever bathing water quality results the previous year. In addition, changes in 
the way guideline bathing water standards are reported were introduced in 
2012, which make the standards harder to meet. 

CHIEF EXECUTIVE’S STATEMENT
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Financially 2012/13 was a very successful year for South West Water and we 
are sharing that success with our customers in the shape of an additional  
£60 million investment programme which includes protection of bathing 
water quality at key tourist beaches. Improving sewers and treatment 
works will help local beaches keep their safe to swim status under the 
European Union’s Revised Bathing Water Directive in 2015.

South West Water is committed to improving the efficiency and 
effectiveness of its waste water treatment processes. In 2012, we achieved 
a best-ever score (99.98%) for the percentage of our customer base whose 
waste water is treated to the required standard (measured by ‘Population 
Equivalent Sanitary Compliance’). Our compliance score for sewage 
treatment works also rose to a record high. This follows substantial 
investment and ongoing effort in this area of the business. 

South West Water experienced four serious (‘Category 2’) pollution 
incidents in 2012, an improvement on 2011. It is our long-term aim to 
prevent harmful pollution incidents altogether. We plan to achieve this 
through downstream catchment management work and treatment process 
enhancements, in addition to measures that limit the potential effects of 
extreme weather and climate change on our waste water networks and 
treatment works. 

Our employees
During 2012, South West Water was pleased to achieve a further 
improvement in our health and safety performance. The total number of 
RIDDOR reportable incidents for the calendar year was seven. Innovative 
behaviour training was rolled out to employees during the year.

The health and wellbeing of employees in the company is critical to its 
future success. Over the last two years in particular, we have invested 
in a range of support mechanisms to enhance the physical and mental 
well being of employees. South West Water employs an independent 
occupational health service which provides a range of services such  
as health surveillance for shift workers and field staff.  

As the business evolves during the introduction of remote operating 
systems, PUROS, we are training supervisors in strong leadership skills  
to facilitate behaviour change, and operators are being upskilled through 
the acquisition of NVQs. We are investing in programmes to develop  
current and future managers. 

During 2012, the company extended its apprenticeship scheme beyond 
technical areas into head office activities. We were proud to support the 
successful bid for a University Technical College in South Devon, which  
will provide youngsters with skills relevant to our business by developing 
their knowledge of water, environment and engineering.  

CHIEF EXECUTIVE’S
STATEMENT

CHIEF EXECUTIVE’S STATEMENT
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CHIEF EXECUTIVE’S STATEMENT

Our business and the regional economy
South West Water impacts positively on the local economy in many 
ways. The company’s £2 billion investment in Clean Sweep has delivered 
improved waste water treatment around the coast, improving the amenity 
of beaches and bathing waters, which is fundamental to the success of the 
tourist industry in Devon and Cornwall. In summer 2012, teams of South 
West Water employees participated in a series of beach cleans, further 
improving the environment.

The investment programme for 2010-2015 comprises a large number of 
small schemes. To deliver these, South West Water’s H5O partnership has 
established arrangements with the local supplier base wherever possible, 
so providing inward investment into the local economy. Research compiled 
by Plymouth University Business School in February 2013 suggests that the 
company supports approximately 4,500 jobs in the region.

Looking ahead to the 2014 Price Review, South West Water has taken a 
proactive approach to customer engagement as part of the business-
planning process. Independently commissioned research to garner 
customers’ priorities for the future has been complemented with an on 
and offline communications campaign featuring focus groups, a bespoke 
‘WaterFuture’ website and the development of an online engagement tool. 
An independently chaired ‘WaterFuture Customer Challenge Panel’ has 
also been created. Comprising of regulators, consumer representatives 
and customer and community stakeholders, its role is to ensure the 
company’s final business plan reflects a sound understanding of customer 
and stakeholder opinion and that our proposals for the 2015-2020 period 
are economically, socially and environmentally sustainable. 

Chris Loughlin  
Chief Executive 
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PURE WATER
Over 700,000 households and 70,000 businesses rely  

on us to deliver a safe and clean water supply.

PURE WATER

144,300 16,100 29 15,200
WATER 
TREATMENT 
WORKS

ML TAKEN FROM 
RIVERS AND 
RESERVOIRS IN 
2012/13 

KM WATER MAINSML TAKEN FROM 
UNDERGROUND 
SOURCES IN 
2012/13
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We know from talking to our customers that their top priority 
is having a reliable supply of safe, clean drinking water.
In 2012/13 we managed to avoid water restrictions, in spite of some of the driest 
conditions in decades. 

After 18 months of well below-average rainfall, river flows and groundwater levels 
at the beginning of April 2012 were exceptionally low. However, South West Water’s 
reservoir levels remained healthy, all thanks to the investments we had made to 
increase our storage capacity, our use of pumps to move water around during the 
previous winter, and careful resource management. 

The quality of the water we distributed remained outstanding and we continued to 
invest in the maintenance and improvement of our drinking water treatment works 
and network.  We also worked to enhance raw water quality and natural water 
storage in the landscape through our Upstream Thinking project which promotes  
and supports sustainable improvements to farmland and moorland.

Furthermore, South West Water took steps to reduce the amount of water lost 
through leakage and bursts by improving our monitoring and becoming more  
efficient when a fault occurs.

2012

2011

2010

2009

2008

MEAN ZONAL 
COMPLIANCE

99.97

99.99

99.97

99.98

99.98

KEY PERFORMANCE INDICATOR

Water quality is measured by Mean Zonal 
Compliance. In 2012, South West Water 
once again achieved a near perfect  
standard [99.97%].  

PURE WATER



 page 10      Sustainability Report 2013   southwestwater.co.uk/report2013   

PURE WATER

How did South West Water 
achieve excellent drinking  
water quality?

This success can be attributed to the 
company’s ongoing investment in the 
maintenance and improvement of both 
drinking water treatment processes and 
the mains network. South West Water is 
also committed to addressing any taste, 
odour or discolouration issues –  
in 2012/13 this included pioneering  
steps taken to utilise advanced 
oxidisation processes at Drift Water 
Treatment Works in West Cornwall,  
a first in the UK. 

How did South West Water  
make sure there was enough 
water available?

Despite some of the driest conditions 
in decades (a state of ‘environmental 
drought’ was declared in mid-April 2012 
by the Environment Agency), South West 
Water was able to continue delivering 
unrestricted supplies to its customers  
for the 16th consecutive year. 

Reservoir levels remained healthy 
throughout the dry period. This was 
achieved due to the investments already 
made in our supply system, including the 
addition of two new reservoirs in 2011. 
We also made use of pumped storage 
during winter 2011/12 when rivers were 
high, and took steps to make sure our 
resources were managed carefully.

 

South West Water’s 
strategy to deliver a 
reliable supply of high- 
quality tap water is being 
met through a combination 
of investment and 
innovation. 

We take a source-to-tap 
approach which covers 
water collection right 
through to distribution.

James King,  
Head of Drinking Water Services

Roadford 
draw off tower“
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PURE WATER

What is the situation now?

The extreme wet weather that followed 
in late 2012 and early 2013 resulted in 
reservoir storage levels subsequently 
reaching near full capacity (99.9%).  
South West Water is therefore confident 
that no water restrictions will need to  
be put in place during 2013/14. 

How does South West Water 
make the best use of the region’s 
water resources?

We aim to reduce leaks and bursts by 
making improvements to areas of the 
network which are under the most 
pressure. During the year, 12 new 
pressure management schemes were 
completed. This extends the life of our 
infrastructure and supports the ongoing 
delivery of our overall leakage target in  
a cost effective way.

Upstream Thinking:  
sustainable water management 

South West Water’s flagship programme 
of work to improve raw water quality 
and natural water storage in the 
landscape continued in 2012/13. The 
‘Upstream Thinking’ initiatives include 
the restoration of wetland areas on the 
region’s moors and schemes to reduce 
the impact of farming and industrial 
activity on the Exe, Tamar and Fowey 
catchments.

Upstream Thinking:  
Exmoor Mires

DID YOU KNOW?
In 2012, ‘Upstream Thinking’ South 
West Water’s flagship catchment 
management programme won three 
awards:  

•  Water Industry Achievement 
Award for partnership initiative of 
the year

•  The inaugural Finance for the 
Future Award, for financial leaders 
driving business sustainability 
(large business category)

•  Utility Industry Achievement 
Award (Environmental category).

TARGET
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.  

ACHIEVED

TARGET
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 
head during 2012/13.  

ACHIEVED

2012/13

2011/12

2010/11

2009/10

2008/09

LEAKAGE (ML LOST 
PER DAY)

84.2

81.3

83.7

82.4

84.2

KEY PERFORMANCE INDICATOR
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PURE SERVICE

PURE SERVICE
Delivering high-quality services that represent value  

for money and meet customers’ needs is essential. 

12,600 21,100 28,000 700% 94,140 2
METERS 
INSTALLED

CUSTOMERS TO 
DATE HELPED 
THROUGH OUR 
WATERCARE+ AND 
RESTART SCHEMES

NUMBER OF  
MY ACCOUNT 
ONLINE USERS  
AT MARCH 2013 

SMARTPHONE 
APPS NOW LIVE 
(WATERLIVE AND 
MY ACCOUNT) 

GROWTH IN SOCIAL 
MEDIA ACTIVITY 

WATER SAVING 
DEVICES INSTALLED 
IN CUSTOMERS’ 
PROPERTIES
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In 2012/13 South West Water continued to improve its level  
of customer satisfaction which rose to 84%. 
Against the backdrop of extreme weather events ranging from drought to flooding,  
the company took steps to enhance its capacity to communicate with customers 
through new technologies, respond to their diverse range of needs and resolve  
any issues or problems first time. 

We successfully managed the knock-on effects of the Private Sewer Transfer in 
late 2011, began the roll-out of new metering technology, implemented the £50 
Government bill reduction and widened our services for business customers.  
A new social tariff was also implemented for the 2013/14 charging year. 

PURE SERVICE
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PURE SERVICE

   
What steps has South West 
Water taken to improve 
customer satisfaction?

In addition to operational improvements 
in 2012 we introduced a new Customer 
Relationship Management system to give 
people a better service if they do need to 
contact us.

Customer service is measured by the 
Service Inventive Mechanism (SIM). This 
takes into account a number of customer 
service measures including the number 
of written complaints received and the 
results of customer satisfaction surveys. 

In 2012/13 the company continued 
its upward trend of customer service 
improvement under SIM with a 5% 
increase on the previous year. This 
contributes to an 88% improvement  
since 2009/10. We have halved the 
number of written complaints over  
the last three years.

 

The £50 Government Payment

First announced in Autumn 2011 and 
implemented in April 2013, the £50 
Government Payment - an annual bill 
reduction of £50 for all eligible household 
customers - is a recognition of the 
historic ‘unfairness’ associated with 
the bill impact of South West Water’s 
environmental clean-up over the past 
two decades.  

2012/13

2011/12

2010/11

2009/10

SERVICE INCENTIVE 
MECHANISM

70.5

66.9

58.1

37.6

KEY PERFORMANCE INDICATOR

2012/13

2010/11

2011/12

2009/10

2008/09

WRITTEN 
COMPLAINTS

4,246

4,518

6,091

8,766

9,206

KEY PERFORMANCE INDICATOR
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PURE SERVICE

   
What is South West Water doing 
to help customers who are really 
struggling to pay?

We have a number of schemes to 
help customers with genuine financial 
problems.  These include:

• WaterCare+ scheme – which has now 
helped 11,691 customers through a 
benefits entitlement and tariff check, 
water audit and water efficiency 
measures 

• Restart scheme – which has now 
helped  5,137 customers to reduce 
their debt through the incentivisation 
of regular payment patterns 

• WaterSure tariff – for those in receipt 
of means-tested benefit or tax credit 

• Fresh Start Fund – for one-off 
hardship cases, administered by the 
Citizens Advice Bureau (CAB). 

In addition, South West Water is one of 
the few companies to have implemented 
a social tariff. From 2013/14, our 
WaterCare tariff is expected to assist 
around 10,000 households in the region. 
Eligibility will be assessed by the CAB 
and will depend on a customer’s income 
and specific benefit entitlement. Where 
appropriate, a bill reduction will be made 
in order to enable them to pay. 

TARGET
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.    

1,750 customers were 
assisted in 2012/13 and 
campaigns delivered with 
Age UK and Citizens Advice 
Bureaux. Resources in 
latter part of year were 
devoted to developing and 
delivering a new social  
tariff for 2013/14.

What is South West Water doing 
to prevent interruptions to our 
water supply?  

Over the last three years, the average 
length of an interruption to supply 
has been substantially reduced. 
The completion of our water mains 
rehabilitation programme has inevitably 
resulted in a reduction in the amount 
of planned interruptions. Meanwhile, 
investment in asset renewal and the 
use of measures to limit the duration 
of interruptions (e.g. bypassing the 
damaged main using temporary hoses  
or using tankered water downstream of 
the burst) is also having a positive effect.  

2012/13

2011/12

2010/11

SUPPLY INTERRUPTIONS 
HOURS/PER PROPERTY 

0.27

0.62

0.82

KEY PERFORMANCE INDICATOR



 page 16      Sustainability Report 2013   southwestwater.co.uk/report2013   

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

PURE SERVICE

How is South West Water 
encouraging customers to  
save water?

In 2012/13 the company continued 
to deliver water efficiency initiatives, 
including:  

• undertaking water use reviews for 
customers with affordability issues

• undertaking water use reviews with 
business customers

• providing free water-saving devices for 
household customers 

• giving water efficiency material and 
educational talks to regional schools 

• providing online guidance and advice. 

More than three-quarters of South West 
Water’s domestic customers are now 
benefitting from a metered supply, with 
an additional 12,600 customers switching 
to metered supply during 2012/13 and 
enjoying lower annual bills as a result.

We are piloting SMART metering 
technology (automatic meter reading) in 
2012/13, which helps give our customers 
a better understanding of how much 
water they are using. 

What is South West Water doing 
to protect water supplies from 
extreme weather events such  
as flooding?

In late 2012 the impact of extreme 
weather events was felt across the UK. 
For several days the railway line between 
Tiverton Parkway and Exeter St David’s 
was blocked due to flooding from the 
heavy rain. Located less than a kilometre 
away in the same low-lying flood plain, 
Pynes Water Treatment Works – the only 
water treatment works serving Exeter - 
was unaffected due to flood prevention 
measures put in place the previous year. 

The incident highlighted just how 
important it is for water companies to 
mitigate the potential impact of extreme 
weather events in order to ensure 
services are unaffected.  

 

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

ACHIEVED

Tap inserts are just one of the water efficiency measures we offer
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 PURE SERVICE

What is South West Water doing 
to improve communications?

South West Water’s website,  
www.southwestwater.co.uk provides 
a wealth of information about the 
company. In addition, the company 
expanded its use of social media during 
2012/13, recognising that platforms such 
as Facebook and Twitter have become 
increasingly popular and effective 
communications channels. This  
enables customer queries and issues  
to be raised online.

Our online ‘MyAccount’ system for 
customers has 94,000 users, and is also 
available as an App for mobile devices. 

WaterLive is an online map tool which 
details the work South West Water is 
undertaking in customers’ local area

Our award-winning BeachLive website 
provides real-time information on the 
operation of Combined Sewer Overflows 
(CSOs), and their impact on beaches.

How is South West Water looking 
after its business customers?

Against the backdrop of difficult 
economic circumstances, the advice and 
assistance available from South West 
Water through ‘Source for Business’ 
is being well-received by the region’s 
business community. 

The Source for Business services include 
dedicated contact routes to business 
customer specialists, bill validation, 
a named account manager for larger 
organisations, project management,  
laboratory and analytical services,  
water and process efficiency advice  
and advice on capital solutions.

The Source for Business 
services include dedicated 
contact routes to business 
customer specialists.

“
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PURE ENVIRONMENT

PURE ENVIRONMENT
Recognising the vital importance of the environment to the 

economy and quality of life of the South West region,  
South West Water aims to minimise its environmental impact.  
Our goal is to protect and enhance the natural condition of the 

world around us through sustainable actions and initiatives. 

64119 2* 96 19.3
WASTE WATER 
TREATMENT 
WORKS TARGETED 
FOR IMPROVEMENT

WASTE WATER 
TREATMENT 
WORKS

KM WASTE 
WATER MAINS 
REHABILITATION 
COMPLETED

GWH ENERGY 
GENERATED 
THROUGH 
RENEWABLE 
SOURCES 

NEW OFFICIAL 
BATHING WATERS
*Chapel Porth and 
Sharrow, Whitsand Bay 
(total bathing waters: 
146)  
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Meeting our environmental aspirations against a backdrop of 
environmental drought followed by the wettest summer in  
100 years has been a challenge.   
Extremely wet weather affected the improving trend for bathing water quality and 
increased the threat of flooding for many homes and businesses. However, our efforts 
to raise the standard of waste water returned to the environment were reflected in our 
best-ever compliance score in 2012.

We also achieved a significant reduction in the number of ‘serious’ Category 1-2 
pollution incidents. We continue to take steps to reduce our energy use and invest  
in increasing the capacity of renewable energy generation, to further reduce our  
carbon footprint.

During 2012 we retained our ISO14001 certification for our Environmental Management 
System. Park Lake was awarded County Wildlife Status, recognising the improved 
landscape and habitat surrounding this water storage resource, which was historically  
a china clay quarry. 

In May 2013, we announced we will be investing an additional £20 million on a range 
of schemes to improve bathing water quality at Mothecombe, Looe, Combe Martin, 
Teignmouth, Lyme Regis and Torbay ahead of the European Union’s Revised Bathing 
Water Directive coming into force in 2015.

PURE ENVIRONMENT

TARGET
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, 
though the development 
and management of 
ecosystem services at Park 
and Stannon Lakes.   

ACHIEVED

TARGET
Maintain certification 
to ISO14001 across the 
company.    

ACHIEVED
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PURE ENVIRONMENT

How is South West Water 
improving waste water 
treatment?

In 2012 South West Water’s long-
standing endeavours to raise the 
standard of the waste water it returns 
to the environment were reflected in 
its best ever compliance score for the 
percentage of the population served 
by waste water treatment works that 
meet the required criteria (‘Population 
Equivalent Sanitary Compliance’). 

Another measure, Numeric Compliance 
of Waste Water Treatment Works, looks 
at a wider range of parameters as well 
as giving equal weighting to small and 
large treatment works. South West Water 
performed well against this measure, 
achieving another record high of 97.7%. 
This can be attributed to a programme 
of targeted investment in waste water 
treatment process at 96 operational sites 
over the past 18 months. 

How did the wet weather at the 
end of 2012 affect South West 
Water customers?  

Abnormally wet weather from April 2012 
saw a dramatic rise in the number of 
flooding incidents in the South West. 
River flows and groundwater levels 
both reached exceptionally high levels, 
increasing the threat of flooding for  
many homes and businesses. 

The number of internal sewer floodings 
(when sewage enters a property) totalled 
266 excluding private sewers adopted 
in 2011. Inevitably, a high proportion 
of these were caused by the sewerage 
system becoming overwhelmed by the  
sheer volume of water. 

How did South West Water 
respond?

We know that sewer flooding is very 
distressing for our customers, so during 
the wet weather our priority was to 
support customers experiencing sewer 
flooding in their homes.

Through the course of the year we took 
steps to fine-tune our response to all 
flooding events. Internal and external 
communications have been reappraised 
to improve customer service and 
an improved early warning weather 
monitoring system put in place.  
Previous investment in sewer 
level monitoring and other remote 
technologies proved invaluable. 

We continue to work in partnership 
with the Environment Agency, local 
authorities and affected communities to 
develop and implement joint longer-term 
solutions where needed.

What was bathing water  
quality in the South West  
during the year?

The South West has more designated 
bathing waters than any other region 
in England and Wales, and in the past 
two decades South West Water has 
made significant advances in helping to 
improve bathing water quality. 

The summer of 2012 was the wettest on 
record for 100 years. Bad weather can 
adversely affect bathing water quality 
because heavy rain impacts on urban 
drainage and agricultural run-off.  
Heavy storms can also trigger the 
operation of combined sewer overflows 
(CSOs) in the sewerage system.

Following this and changes to the way 
in which guideline standards were 
recorded in line with new bathing water 
quality standards, 93% of England’s 
bathing waters met the good (mandatory) 
European standard, with over 58% 
meeting the tighter excellent (guideline) 
standard. Of the 146 bathing waters in 
the South West region, 133 or 91% met 
good (mandatory) and 88 or 60% met 
excellent (guideline) standards.

Despite the wet weather, fewer than 
half the year’s failures occurred during 
the operation of CSOs. This illustrates 
why we continue to work with our 
partners to tackle all the other issues 
that can affect bathing water quality – 
urban drainage, agricultural run-off, 
birds and other wildlife, private sewers 

2012/13

2011/12

2010/11

2009/10

2008/09

SEWAGE TREATMENT WORKS 
POPULATION EQUIVALENT 
SANITARY COMPLIANCE

99.98

99.57

99.55

99.70

99.50

KEY PERFORMANCE INDICATOR

2012/13

2011/12

2010/11

2009/10

2008/09

SEWAGE TREATMENT WORKS 
NUMERIC COMPLIANCE

97.7

92.4

93.1

91.7

93.3

KEY PERFORMANCE INDICATOR

BATHING WATERS 

2012

2011

2010

2009

91.1

98.6

96.5

96.5

60.3

95.1

90.3

84

Bathing waters good %

Bathing waters excellent %

KEY PERFORMANCE INDICATOR
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PURE ENVIRONMENT

and misconnections (homes wrongly 
connected to surface water drainage 
instead of public foul sewers).

We also are proud that in 2013 the South 
West Water service area was awarded 14 
Blue Flags and 18 Seaside Awards in the 
face of tougher standards introduced by 
the awarding body last year.

What is South West Water  
doing to further improve bathing 
water quality?

In preparation for tighter standards of 
the Revised Bathing Water Directive, 
which comes into force in 2015, we will 
be investing a further £20 million in 
our sewerage network and treatment 
works over the next two years to improve 
bathing water quality still further at 
key beaches across the region. This 
investment will be funded by the 
company’s efficiency savings at no  
extra cost to customers. 

The company’s long-term ambition 
is to enhance protection for bathing 
water quality by investing in a more 
collaborative approach to resilience and 
flooding issues, characterised by our 
new ‘downstream thinking’ initiative, 
which uses the natural environment and 
processes to slow and reduce surface 
water run off. This currently enters the 
same pipe network which can become 
overloaded during extreme wet weather 
events, resulting in excess storm water 
being released from Combined Sewer 
Overflows (CSOs) and impacting the 
quality of coastal waters.  

Were there any pollution 
incidents during the year?

In 2012, South West Water successfully 
avoided any Category 1 or ‘major’ 
incidents and saw a significant drop 
in the number of Category 2 ‘serious’ 
incidents compared with the previous 
year (2011: 15; 2012: 4). 

The pressure put on our sewerage 
network, pumping stations and 
treatment works by the extremely wet 
weather contributed to an increase in 
category 3 ‘minor’ incidents, with 202 
recorded in 2012 compared with 131 
in 2011. Although categorised by the 
Environment Agency as ‘minor/minimal’ 
incidents, we are disappointed by our 
performance in this area last year. 

We have made significant investment 
where needed and put measures in place 
to ensure these sites perform better in  
the future.

In 2012 the company was the subject 
of 17 prosecution cases brought by 
the Environment Agency for pollution 
incidents in 2010 and 2011. The 
enhanced programme of measures is 
resulting in improved compliance and a 
reduction in serious pollution incidents. 

What other improvements are 
you making?

South West Water continues to invest 
in maintenance and improvements 
necessary to reduce the risk of pollution 
and to make our infrastructure more 
resilient to extreme weather.

In 2012 we continued with our 
programme of sewer rehabilitation  
and also created additional storage 
capacity to reduce the likelihood 
of sewers and waste water assets 
becoming overburdened during periods 
of heavy rain.

What is ‘BeachLive’?

In 2012 we expanded our award-
winning bathing water quality website 
BeachLive beachlive.co.uk to feature 
live water quality updates from 38 Blue 
Flag and popular beaches across the 
region. ‘Blue Flags’ are posted on the 
BeachLive website when there is no risk 
to water quality from the operation of 
combined sewer overflows (CSOs) in the 
sewerage system. On rare occasions 
when significant overflows do happen 
– normally during or after heavy rain - 
‘amber’ updates are posted on the site 
and beach operators are notified by 
email or SMS texts.

The website was launched in 2011 
in partnership with Surfers Against 
Sewage, the Environment Agency, 
tourism leaders and beach managers. 
As well as featuring an additional 20 
beaches in 2012 we improved the service 
to offer users free text message alerts 
from their five favourite beaches.

TARGET
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 South 
West Water asset, so as 
to allow them to make an 
informed choice about their 
behaviour.     

ACHIEVED
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What is South West Water doing 
to save energy?

The company continues to target energy 
efficiency through its programme of 
pump refurbishments and replacements 
at both drinking water and waste water 
treatment sites. The optimisation of 
our assets and networks is also being 
complemented by the use of remote 
technologies to control processes and 
equipment from a central hub as part  
of our PUROS1 project. 

ENERGY
As one of the largest energy users in the region, South 
West Water has both an environmental and economic 
incentive to minimise its energy use and carbon 
footprint wherever possible.

In 2012/13, the unusually wet weather in the latter half 
of the year resulted in annual energy usage totalling 
268.7GWh – around 10GWh above that of the previous 
year. While the wet conditions contributed to an 11% 
drop in the amount of energy necessary for drinking 
water operations, the increased need for pumping 
resulted in an energy usage increase of around  
14.5% in waste water operations. 

In addition, South West Water’s 
‘Powerdown’ energy efficiency campaign 
promotes and supports company-wide 
energy efficiency. An example of this 
in 2012/13 was the saving of 1.5GWh 
through lighting refits at several of our 
largest sites, including Restormel Water 
Treatment Works in Cornwall. 

 

1 Phased Utilisation of Remote Operating Systems
2 This world-class carbon certification scheme has 
been approved as an ‘early action’ measure under the 
Carbon Reduction Commitment (CRC) in recognition 
that any organisation achieving certification can 
demonstrate their ability to cut emissions through  
a robust carbon management strategy.

TARGET
Save a further 5GWh from 
the combined energy 
efficiency projects under 
the pump efficiency and 
PowerDown projects.       

ACHIEVED

The company remains 
committed to its ambitious 
long term target to reduce 
its carbon emissions by 
80% by 2050.

“
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Is South West Water generating 
renewable energy? 

South West Water’s goal is to have 
30GWh of its energy usage supplied from 
renewable sources by 2015. In 2012/13 
excellent progress was made, with more 
power from renewables generated 
than ever before. In total, 19.3GWh was 
harnessed from a combination of solar, 
wind, hydro and combined heat and 
power from waste (CHP). 

The extreme wet weather, while serving 
to increase energy demand, benefitted 
South West Water’s hydro power sites. 
The biggest turbine at Roadford reservoir 
was brought back online during the year, 
optimising hydro generation during the 
wet weather.

Despite below average annual sunshine, 
South West Water’s 25 existing solar 
PV installations performed well and we 
installed an additional seven schemes, 
five of which were operational at year 
end, with the other two becoming 
operational in April 2013. Our wind 
turbine at Lowermoor Water Treatment 
Works also outperformed its target 
generation level for the year.  
The company generated 19.3Gwh 
renewable energy in 2012/13

GREENHOUSE GAS 
EMISSIONS (tCO2e)

2012/13

2011/12

2010/11

2009/10

169,790

164,080

167,963

172,665

KEY PERFORMANCE INDICATOR

SOLAR

WIND

HYDRO

CHP

RENEWABLE ENERGY GENERATION 
2012/13: [19.3]GWH  

1.13

0.3

13.9

3.96

TARGET
Increase the installed 
capacity of South West 
Water’s renewable energy 
plant by an additional 
300kW.         

ACHIEVED

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

ACHIEVED

Highest ever output 
of renewable energy 
generation.

“

What is South West Water’s 
strategy for reducing its carbon 
footprint?

South West Water’s energy strategy 
is designed to limit greenhouse gas 
emissions through a combination of 
energy efficiency and renewable energy 
schemes. 

The company remains committed to its 
ambitious long term target to reduce 
its carbon emissions by 80% by 2050.  
Consequently, we set a stretching 
reduction target by 2014/15. In 2012/13, 
our greenhouse gas emissions remained 
below the 2009/10 baseline, but the 
extreme weather meant we were unable 
to maintain the downward trend of the 
previous two years. We remain focussed 
on delivering improvements towards  
our target.

We continue to be accredited to the 
Certified Emissions Measurement and 
Reduction Scheme (CEMARS)2. 

Solar photovoltaic installation
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FINANCE AND ECONOMY

FINANCE AND 
ECONOMY

South West Water is pleased to report an increase in profits 
resulting from increased turnover and strengthened cost control.

£215.2m £500.1m £116.5m
REVENUE CAPITAL 

INVESTMENT
OPERATING PROFIT
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As a result of increased turnover and an ongoing strength in 
operational cost control, South West Water’s operating profit 
increased in 2012/13 by £10.5m to £215.2m.
Turnover grew by 5.4% to £500.1m as a result of tariff increases and new connections, 
partly offset by an overall reduction in demand and the effect of customers switching 
to a metered tariff.

There were 5,100 new customer connections during the year. Overall customer 
demand has fallen by 2.9% against last year, as a result of both the extreme wet 
weather experienced in the South West in 2012, and a reduction in commercial 
demand as a result of the challenging economic climate.

FINANCE AND ECONOMY
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FINANCE AND ECONOMY

Our operating costs, including depreciation, rose and were 
marginally ahead of average inflation for the financial year.  
They were in part offset by efficiency savings delivered in the 
year. Our success in delivering efficiencies including by  
rigorous cost control, has enabled us to commit to re-investing 
£60 million in order to enhance protection for bathing waters 
at key tourist beaches (£20 million), maintain the additional 
5,745km of pipe the company is now responsible for since the 
transfer of private sewers in 2011 (£30 million), and invest in  
debt and affordability assistance programmes for those 
customers in the most need (£10 million).

Capital additions for the year were £116.5million. The focus for 
the programme remains weighted towards the maintenance 
of our existing assets, increasing the resilience of our 
infrastructure and delivering environmental improvements.  

The key areas of focus remain:

•    water resource and ensuring resilience of our networks

•  improved drinking water quality

•  delivering environmental improvements

•  new town infrastructure provision. 

South West Water invests capital expenditure in water and waste 
water activities. Investments during the year include:

•   improvements at waste water works targeting compliance 

•   innovative investments to reduce flooding for those 
customers previously highlighted at risk 

•  a programme of sewer rehabilitation 

•   clean water network improvements targeting reliability 

•  water quality and security of supply 

•  improvements to private sewers. 

Sharing our success with 
our customers and the 
communities we serve is 
part of our sustainable 
business model.

“
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FINANCE AND ECONOMY

South West Water is continuing with asset enhancements 
enabling changed operational ways of working through the 
PUROS programme.

South West Water has overall interest rates that are amongst 
the lowest in the water industry. Both Pennon Group and 
South West Water have robust treasury policies in place. These 
include policies that there are always pre-drawn or committed 
facilities to cover at least one year’s estimated cashflow, and 
that no more than 20% of borrowing matures in any one year. 
The treasury function seeks to ensure that sufficient funding 
is available to meet foreseeable needs, maintain reasonable 
headroom for contingencies and manage interest rate risk.

GOVERNANCE
South West Water Limited is a wholly-owned subsidiary of 
Pennon Group Plc, a FTSE 250 company with shares listed 
on the London Stock Exchange. As a listed company, Pennon 
Group Plc (Pennon) is required to comply with the UK Corporate 
Governance Code, following both the spirit and the letter of  
the code.

The Pennon Group Sustainability Committee reviews the 
strategies, policies, management, initiatives, objectives, targets 
and performance of the Pennon Group of companies in respect 
of environmental, social and governance aspects.

South West Water itself has a fully-functioning and stand 
alone Board. The business of the Board covers a full range of 
corporate issues including strategy, performance and delivery, 
and compliance and governance.

The Board is responsible for ensuring effective governance and 
oversight of its operational business. The key areas include:

•  reviewing the strategies, policies, management, initiatives 
and performance of South West Water particularly in regard 
to occupational health, safety and security, environment, 
workplace policies and non-financial regulatory compliance

•  ensuring that South West Water conducts its business in a 
responsible manner in relation to environmental, social and 
governance (ESG) matters

•  reviewing the accounting systems, internal controls and risk 
assessment processes operated by the company

•  liaising with auditors in relation to the South West Water audit.

South West Water has established its own appropriate 
committees mirroring the requirements of the UK Corporate 
Governance Code.
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PEOPLE AND COMMUNITY

PEOPLE AND 
COMMUNITY

South West Water’s vision is to improve services and  
be a good neighbour while having a positive impact on the 

communities we serve and the people we employ. 

93 16 24 £73,300 242 82
EVENTS AND 13 
SCHOOLS WERE 
ATTENDED BY 
OUR CUSTOMER 
CARAVAN

COMPANY TALKS 
WERE DELIVERED 
TO LOCAL 
AUDIENCES

MEMBERS OF THE 
PUBLIC VISITED 
OUR SITES AS PART 
OF HERITAGE OPEN 
DAYS

APPRENTICESHIPS  EMPLOYEES 
PARTICIPATED 
IN COMMUNITY 
VOLUNTEERING 
INITIATIVES

COMMUNITY 
SPONSORSHIP 
FUND
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South West Water plays a significant role in the regional 
economy, supporting approximately 4,500 jobs both directly 
and indirectly through the contractors and suppliers we  
work with.  
In 2012/13 we continued with our community outreach initiatives, expanded our 
apprenticeship programme to help nurture local talent for the future and provided 
sponsorship and support for a range of educational and environmental projects  
and events. We also continued to promote recreational opportunities around the 
region’s reservoirs and waterways through our partner organisation, the South West 
Lakes Trust.

We enhanced our occupational health and support mechanism to benefit the 
wellbeing and development of our employees and achieved our best ever health  
and safety score.  

PEOPLE AND COMMUNITY
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PEOPLE AND COMMUNITY

Does South West Water use  
local suppliers? 

With the start of the current regulatory 
period we introduced an innovative 
‘mixed economy’ model to source our 
capital programme. This means using 
a significant number of smaller local 
contractors to provide specialised 
services as well as developing long-term 
relationships with more major supply 
chain partners. 

How does South West Water 
engage with the supply 
chain to make sure they are 
environmentally, socially and 
ethically sound?

Our procurement strategy is focused 
on partnering and strategic alliances 
with 60 key suppliers who account for 
the large majority of expenditure. We 
include all aspects of sustainability in 
our procurement processes and this 
is a central theme of our procurement 
strategy for our supply chains. We 
require our suppliers to subscribe to 
ethical principles. In February 2013 we 
hosted a Supplier Day to inform our 
suppliers of our strategy for the next 
five-year Price Review, and present 
the annual Supplier Awards under the 
themes of Pure Water, Pure Service  
and Pure Environment.

How does South West Water 
work with local communities 
when construction schemes are 
being planned?

The H5O Delivery Alliance engineering 
team received positive feedback during 
the year from a range of community 
representatives following their efforts 
to minimise the impact of construction 
work. This included praise from the town 
council in Fowey, where the engineers 
who were working on the sewage 
pumping station at Town Quay, Fowey, 
repaired the private pipes which supply 
Fowey Aquarium with fresh seawater. 
A further example of careful liaison 
with local customers was during the 
construction of an attenuation tank at 
Lostwithiel to protect local shellfish 
waters.

How else does South West Water 
engage with local people?

South West Water’s customer ‘caravan’ 
attended more than 90 public events 
throughout 2012, giving out water 
efficiency advice, water-saving devices 
and ‘fat traps’, while also carrying out 
survey work on customer priorities 
ahead of the 2014 Price Review.  We 
also continued with our public speaking 
programme, providing 16 talks to clubs 
and other local organisations.  

South West Water is a member of the 
Exeter Business for Communities Group, 
which hosted a job skills workshop to 
mentor young people in October 2012.

TARGET
Maximise use of local 
sub-contractors to support 
direct employment in South 
West Water’s operating 
region.              

ACHIEVED

We invest in occupational 
health services to 
benefit the wellbeing 
and development of our 
employees and achieved 
our best ever health and 
safety score.

“

South West Water’s 
customer caravan
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Does South West Water provide 
apprenticeships?

Developing the local skills base is vital 
to the regional economy and a key part 
of South West Water’s sustainability 
strategy. 

Eight new apprentices were recruited 
across the company during 2012/13 
through South West Water’s 
apprenticeship programme, developed 
in partnership with South Devon College. 
They join the 16 trainees who joined in 
2011/12. We announced plans to recruit  
a further 20 apprentices in 2013/14.

Do South West Water’s 
employees volunteer on 
community initiatives?

South West Water staff took part in a 
variety of voluntary activities including 
beach cleans, tree-planting and habitat 
management.

Do South West Water invite the 
public onto operational sites?

We participated in the annual Heritage 
Open Days in September, providing 
historic tours of three operational sites.  

Does South West Water provide 
financial support to local 
community groups?

Our annual budget of £80,000 is targeted 
at community projects and organisations 
which are linked to water, benefit 
the environment, or promote youth 
participation. Examples in the past year 
included sponsorship of the Institute of 
Water’s Autumn Weekend School, the 
Cornwall Wildlife Trust’s Living Seas Ball 
and the Surf Life Saving Association’s 
Nipper Championships.  

Does South West Water 
fundraise for charity?

South West Water continues to support 
our industry charity WaterAid. Our 
employees undertake substantial 
fundraising, and we also promote the 
charity to our customers. We fund the 
annual WaterAid customer campaign, 
leading to significant donations from 
across the region. The customer and 
employee campaigns have raised c£5m 
since its’ inception.  

How does South West Water 
support education?

Together with South Devon College, 
Exeter University, Centrax and Galliford 
Try Construction, South West Water 
supported the £10 million bid submission 
to the Department of Education for 
a University Technical College to be 
established in the South West. It is 
proposed that students aged between 
14 and 18 will specialise in studying 
Engineering, Water and Environment, 
helping to develop the local skills 
base and enabling them to access 
employment opportunities, including 
those at South West Water. 

South West Water provides work 
experience placements to school and 
university students and in 2012/13 three 
gap-year ‘Year in Industry’ students were 
placed with the company. Our employees 
also lectured on courses at Exeter, 
Plymouth and Bristol Universities. 

At secondary school level, we provided 
support to The Smallpeice Trust, an 
independent educational charity that 
runs hands-on Science, Technology, 
Engineering and Maths (STEM) activities 
and engineering courses for pupils in 
Years 6-12. We also provided educational 
materials to local schools, including 
science experiments to demonstrate the 
water cycle to primary school children.

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

ACHIEVED

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

ACHIEVED

Annual CoastAlong walk 
to fundraise for WaterAid
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What recreational facilities are 
available at South West Water’s 
reservoir sites?

South West Water contracts the 
provision of conservation, access and 
recreation at our reservoir sites to 
South West Lakes Trust. The public 
can participate in quiet recreation 
such as camping, walking, cycling and 
fishing, or take part in a wide range 
of boating and watersports activities. 
South West Lakes Trust provides 
lessons, for example in dinghy sailing 
and wind surfing techniques and their 
five Outdoor and Active centres include 
archery, climbing walls and high wire 
ropes which complement water based 
activities. The first cable wakeboarding 
facility in Devon and Cornwall was 
opened at Siblyback during the year, 
and the high-quality restaurant facilities 
at Roadford Lake provide an ideal venue 
for weddings and conferences. Further 
details are available on their website: 
swlakestrust.org.uk 

Does South West Water have 
Investors in People status?

South West Water prides itself on being 
a responsible employer, attaching 
paramount value to the safety, training, 
needs and ambitions of its employees.  
The company is recognised as a ‘silver’ 
Investors in People (IIP) organisation, 
and IIP ranked South West Water within 
the top 1% of employers.

What is South West Water’s 
Health and Safety record?

The number of health and safety 
incidents as recognised by RIDDOR 
(Reporting of Injuries, Diseases, and 
Dangerous Occurences) dropped to an  
all time low in 2012/13. 

This success can be attributed to the 
steps we have taken to implement and 
promote a safe working environment. 
Our Health and Safety strategy, which is 
promoted by a health and safety steering 
group comprising a cross-section of 
directors, managers and employee 
representatives - focuses on providing 
strong leadership, behavioural safety, 
building competencies, and driving 
improvement through the measuring of 
performance. 

The company also continues to promote 
in-house safety campaigns such as ‘TAP’ 
(Think, Act, Prevent), to help develop a 
positive health and safety culture.

RIDDORS/1,000 
EMPLOYEES

2012

2011

2010

2009

2008

7

21

16

20

13

KEY PERFORMANCE INDICATOR

TARGET
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.                       

ACHIEVED

To encourage a committed 
and valued workforce, 
South West Water rewards 
those who deliver above 
and beyond that which is 
required in their day-to- 
day jobs.

“
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What programmes does South 
West Water have to train staff?

During 2012/13 we focussed on 
attracting, recruiting, retaining, 
rewarding, recognising and developing 
our workforce. It is our aim to be the 
‘Employer of Choice’ in the South West 
and we provide employees with the 
opportunity to develop their careers 
through a number of schemes. Over the 
past year we delivered: 

•  NVQ programmes to upskill employees 
taking on wider responsibility

•  customer service training to improve 
our service and SIM performance

•  a new development programme for  
the Senior Management Group titled 
LEAD 2020 

•  supplementary training through our 
Management Academy to advance 
business knowledge, enhance personal 
effectiveness and facilitate innovative 
thinking

•  a new Manager First 100 day 
programme.

How does South West Water 
recognise employees’ efforts?

To encourage a committed and valued 
workforce, South West Water rewards 
those who deliver above and beyond 
that which is required in their day-to-
day jobs through our in-house Pure 
Award scheme. The company conducts 
employee surveys, establishing 
working groups to deliver any potential 
improvements identified and we also 
support innovation through the  
Pure Innovations scheme which  
gives employees a route to promote  
their ideas. 

What policies does South West 
Water have to protect and 
support employees?

South West Water has a range of 
‘family friendly’ policies, which go 
beyond statutory requirements. The 
company remains committed to a 
non-discriminatory employment policy, 
making every reasonable effort to ensure 
that no current or future employee is 
disadvantaged because of age, gender, 
religion, ethnic origin, marital status, 
sexual orientation or disability. The 
company supports the physical and 
mental wellbeing of employees.  

An independent occupational health 
service  provides health surveillance for 
shift workers and field staff. A third party 
nurse led absence reporting process 
advises employees on specific medical 
issues.

South West Water has engaged an 
independent company who provide a 
confidential telephone and web based 
employee assistance programme 
(covering a range of advice and legal, 
financial, work and relationship matters).

How does South West Water 
engage with stakeholders?

South West Water actively engages 
with a wide variety of environmental 
and regulatory stakeholders. Examples 
include the Wildlife Trusts, Westcountry 
Rivers Trust, RSPB, Surfers against 
Sewage, Age UK, Citizens Advice 
Bureaux, Housing Associations, the 
Environment Agency, Natural England, 
the Drinking Water Inspectorate and 
the Consumer Council for Water. We 
use a range of communication tools 
appropriate to the audience and take 
steps to ensure that the information we 
provide is high-quality and consistent.

The company contributes to national 
policy on developing issues including 
through its membership of Water UK, 
the industry trade body, and we work 
with the Consumer Council for Water 
to ensure that customers’ issues and 
concerns are addressed and a full 
understanding of the company’s  
activities is maintained.

How does South West Water 
listen to customers? 

In addition to a wide ranging customer 
research programme and improving our 
online communications tools, as part 
of the PR14 Price Review process we 
created an independent ‘WaterFuture’ 
Customer Panel. Comprised of a select 
group of representatives from various 
regulatory, stakeholder and community 
groups, their role is to ensure our final 
business plan adequately reflects 
an understanding of our customers’ 
priorities and that our planned activity  
is socially, economically and 
environmentally sustainable.

The company remains 
committed to a  
non-discriminatory  
employment policy.

“
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SUSTAINABILITY TARGETS

Deliver our community engagement programme by hosting two Heritage 
Open Days and four employee volunteering projects. Provide support for 
education, youth employability and work readiness. 

Work in partnership with members of the Park & Stannon Lakes 
Environment Group, to deliver projects which provide landscape, biodiversity 
and fisheries benefits at these reservoirs.

 
Further develop the supplier sustainability programme to identify and deliver 
environmental benefits in key tenders, record the carbon footprint of key and 
strategic suppliers and implement the Supplier Code of Conduct.

 
Partner with local social housing providers to run a pilot offering targeted 
financial and practical assistance to low-income tenants struggling with 
water bills. 

 
Carry out research and engagement activities with our customers and 
stakeholders to discuss their priorities and needs to help shape our long-
term and five-year investment plans.

 
Target a one-year RIDDOR reportable incident rate of no more than 850 per 
100,000 employees within the 2013 calendar year across company activities, 
working towards an overall aim of zero accidents in the workplace. (Note: 
850 per 100,000 equates to 10 or fewer RIDDOR reportable incidents.)

 
Develop further leadership skills and productivity focus through the 
employee development programme which will include:
• Lead 2020 for senior managers
•  completion of the M4S programme for at least 20 first and second line 

managers  
• GROW programme for graduates+
• recruitment of up to 20 apprentices into waste water and other areas
• upskilling in Operations through the integration phase of PUROS. 

SOUTH WEST WATER’S 
SUSTAINABILITY 
TARGETS 2013/14
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SUSTAINABILITY TARGETS

Target greenhouse gas emissions reduction compared with 2009/10. 
Develop further initiatives to reduce emissions from transport through 
improved use of telematics and teleconferencing / web-based  
collaboration tools. 

 
Increase the installed capacity of South West Water’s renewable energy 
plant by an additional 465kw. 

 
Achieve a further 3GWh (full year effect) energy saving through the 
PowerDown, pump efficiency and PUROS programmes.

 
Further delivery of the ‘Upstream Thinking’ project outputs and promotion 
as best practice nationally and to stakeholders.

Review schemes to reuse, recycle and recover waste, specifically grit and 
screenings, and ensure use of the Waste Hierarchy on construction site 
activities.

 
Aim for seven or fewer Category 1 and category 2 pollution incidents as a 
result of effluent discharge/storm overflow (calendar year).

Further delivery of BeachLive project and promotion to stakeholders 
including improvements to web presentation for users.
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VERIFICATION STATEMENT

VERIFICATION 
STATEMENT

This is the sixth year that Carnstone Partners 
LLP (previously 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.
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VERIFICATION STATEMENT

Responsibilities of South West Water and 
Carnstone Partners LLP
The information and statements contained within South West Water’s 
Corporate Sustainability Report for 2013 (hereinafter the Report) are the 
responsibility of South West Water. This statement is the responsibility of 
Carnstone 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 and  
the Environment Agency – 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:- carnstone.com/meet-the-team
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VERIFICATION STATEMENT

VERIFICATION 
STATEMENT

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.

South West Water has reported on its social, economic and environmental 
impacts for a number of years. It has well-developed systems and processes 
for gathering data and the various data owners attach a high degree 
of importance to ensuring accuracy. Data and information used in the 
compilation of the Report is closely aligned with other internal and external 
reporting. The management of sustainability is integrated within the overall 
business strategy and is supported by a robust and effective process for 
identifying appropriate objectives and monitoring progress towards their 
achievement. The importance of the various elements of sustainability 
has been recognized throughout the company’s value chain. We identified 
numerous examples where operational decisions were heavily influenced  
by consideration of economic, social and environmental impacts.

This year’s report builds on the strong foundations of previous years and 
continues to provide stakeholders with a clear explanation of both the 
overarching strategy and how it is being implemented. As part of the latter, 
the Report includes a wide-ranging suite of appropriate performance 
indicators. Following a previous recommendation, the Report gives more 
prominence to the company’s programme of stakeholder engagement 
and how this is helping to shape its strategy over the medium and longer 
term. The success of the company’s campaign to secure government 
acknowledgment of the financial burden borne by its customers 
demonstrates the effectiveness of marshaling support from its diverse 
stakeholders and using this to achieve an equitable outcome. The company’s 
Upstream Thinking project continues to make good progress and pays 
testimony to innovative thinking.  
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Scope and process
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:

•  Short case studies detailing how the sometimes competing elements of 
sustainability – social, environmental and economic – are reconciled when 
assessing the merits of major capital projects

•  Explain how changes to the strategy in relation to the management of 
employee Health and Wellbeing are being implemented.

 

 

Paul Burke  
Senior Partner 
7th June 2013

 Carnstone Partners LLP

 Carnstone 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 Carnstone can be found on our 
website – www.carnstone.com

With the exception of the verification of its sustainability reporting, Carnstone 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 Carnstone’s annual turnover.

VERIFICATION STATEMENT
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We hope this report has answered 
your questions about how South  
West Water is striving to protect  
the environment, enhance our 
service provision and provide  
clear community benefits. 

We welcome any feedback you  
may have. 
Feel free to contact us at 
pressoffice@southwestwater.co.uk 

FEEDBACK
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