
Aim 2

Offer good value for money 
and keep bills at a fair and 
reasonable level
This year we have been engaging with our customers about 
their priorities for our next Business Plan from 2020. As 
part of this, it has been extremely important to ensure that 
we understand the views of those facing financial hardship. 
Caterham Food Bank helped with this, allowing us to speak to 
a number of those using their service, as well as the support 
workers. On top of understanding more about longer-term 
priorities, the conversations were invaluable in highlighting what 
we need to do better now, such as raising more awareness of 
the support we can offer. 

Our measures

Highlights

Customer Jaki 
and her beloved dog Dottie 
living in Sutton 

After many years of paying my water bill 
though my landlord, I’ve recently started 
paying SES Water directly. Not long after 
this change, I received a letter from them 
explaining the different discounts available 
to customers. I wasn’t sure if I would 
qualify for anything, but I gave them a 
call and was pleasantly surprised with 
how helpful the person on the phone was. 
They were able to answer all my questions 
and by the end of the call I was signed up 
to a new tariff which meets my needs. 

There are so many hardworking people 
out there, that through no fault of their 
own, require some kind of support when 
it comes to managing their finances. 
That’s why it is so important that utility 
companies are able to offer different tariffs 
to suit their customers’ financial situations – 
and in this day and age of instant chat and 
emails, it is reassuring to know that with 
just one telephone call others like me can 
manage their bills so quickly and efficiently.

Read more from page 24

• The vast majority of customers 
think their bill is good value

• Many more customers being helped 
by our Water Support Tariff

• The average household 
bill was £188 which works 
out at just over 50 pence 
per day and just over a 
one per cent rise on the 
previous year

Measures Performance in 2017/2018

Proportion of customers 
who believe their bill is 
not good value

9.0%
2017: 6.3%
Target: <15%

Customers on our Water 
Support Tariff 8,150

2017: 5,809
Target: 5,000

Bad debt as 
a percentage 
of turnover

0.64%
2017: 0.67%
Target: <1%
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