
Making a difference in every 
aspect of our business

We put our customers 
first and take pride in 
our service delivery
Administrator Celine Purdy 
showed quick thinking when 
a deaf couple visited our 
head office about a flooded 
drain. Fluent in sign language, 
she was able to understand 
exactly what the problem 
was. Normally they would 
have been asked to call their 
sewerage provider but
Celine called Thames Water 
on their behalf, arranged for 
someone to investigate and 
reassured the customers. 

We are passionate 
about our work, act 
responsibly and care 
about quality
When it comes to inspiring 
the career choices of the 
next generation, employees 
are always happy to help, 
especially if it encourages girls 
to aspire to traditionally male 
occupations like engineering. 
Teenagers queued up at a local 
careers fair to discover more, 
which was a great success and 
a brilliant way of promoting 
ourselves while also supporting 
the local community. 

We seek to improve 
our business to be 
forward thinking and 
to embrace change
Thanks to Technician Terry 
Evans, those on site at our 
Elmer Treatment Works now 
have a much better chance 
of getting out safely if the 
worst happened and fire 
broke out. Needing to find a 
better alarm system, he found 
a technologically advanced 
solution at a fraction of the 
cost of some others which 
was very easy to install. It 
also has the added bonus 
of a first aid feature to ensure 
employees can be found 
quickly when needed.

We care about the 
effects of our actions 
and seek to make a 
positive impact on 
the community
A clever idea from Jo Hedges 
to extend our environmental 
education programme to 
a wider audience met with 
resounding success in August, 
when our first ever ‘Family Fun 
Day’ was held at Bough Beech 
reservoir. Our visitors, aged 
from seven to 60, enjoyed a 
tour of the treatment works, 
a water saving workshop and 
views of the huge dam. We 
are often asked by parents 
accompanying school parties 
if we can do tours for ‘grown-
ups’ – so we did and will again! 

We are respectful, 
welcome diversity 
and are supportive of 
each other to achieve 
our goals
Team Leader Paula Melhuish 
organised a leak to be 
repaired that needed to be 
fixed in December and she 
went above and beyond to 
make sure the problem didn’t 
impact the customers over 
the festive period. She did 
a great job co-ordinating 
different teams including our 
contractors and SES Home 
Services and each customer 
praised Paula – and had a 
happy Christmas!

Compassion

Service Innovation

Commitment Integrity

Collaboration

We simply couldn't run these 
events without the goodwill of 
local companies and we are very 
grateful to SES Water. 
Head of Careers, 
Notre Dame School

We are accountable, 
ethical and trustworthy
Technicians Mark Woolley 
and James Leader are not 
usually on the front line of 
customer service but they 
went the extra mile by 
kindly helping two people 
in Dorking change their flat 
tyre in the pouring rain. Their 
customer-focused behaviour 
was greatly appreciated by 
the pair in their hour of need.

Our values in action
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Our visit was brilliant – it made 
us appreciate the scale of the 
operation and what is done to 
make our water safe – thank you 
for the eye opener!


