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Becoming more sustainable 

We provide an essential service that's at the heart of daily life, health and enjoyment for over 15 million 
customers across London and the Thames Valley. As well as continually improving our performance, we aim to 
deliver our services in the most sustainable way, which means complying with regulation, delivering public 
value and leaving the environment in a better state than we found it at the end of each regulatory period.  

As part of our goal to become a more sustainable business, we respond to challenges positively and fairly. We 
know we cannot do this alone and rely on delivering better outcomes in partnership with our customers, 
stakeholders, delivery partners, suppliers and regulators. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  

Sharing our progress 

This policy will apply and be made available to our employees, suppliers, delivery partners and contractors. We’ll 
review and update this policy on a regular basis.  
 
We will include updates of our sustainability performance in our Annual Report every year.  
  
Sarah Bentley, Chief Executive Officer, September 2020 

 

 
 

 

Investing sustainably for the long-term 

We will take a longer-term view of managing the 
financeability of our business, ensuring we remain 
attractive to investors of both equity and debt.  

Ensuring responsible operations 
In all aspects of our business, we will operate 
responsibly and collaboratively, respect our neighbours 
and protect the environment. We aim to add value by 
finding safe opportunities to make our sites available 
for community use, supporting charitable organisations 
and contributing to the UN Sustainable Development 
Goals. 

Enhancing customer inclusion  
Our customers are at the centre of what we do. We will 
actively seek to make our services affordable and 
support our more vulnerable customers. We will 
proactively engage with customers on the service they 
want and educate young people about our business 
and the water cycle.  

Maintaining a safe and sustainable workforce 
We are committed to our ‘zero incidents, zero harm 
and zero compromise’ health and safety vision and 
want our people to be fit, healthy and return home 
safely each day. We will work to ensure that we recruit 
and retain dedicated people of all skills and 
backgrounds, providing support and opportunities to 
maximise their potential and those of future employees.  

 
 

Protecting water, a precious resource 
We will actively manage the water cycle in the most 
sustainable way by taking less from the environment, 
reducing leakage and planning ahead to deliver resilient 
water resources today and for the long-term. 

Managing wastewater and sustainable drainage  
We will work to ensure our sewerage network and 
wastewater sites are as resilient as possible, both today 
and in the future, taking advantage of opportunities to 
deliver more sustainable drainage solutions.   

Mitigating climate change 
We aim to be carbon net zero for operational emissions 
by 2030 and our ambition is to go beyond this by 2040. 
We will work to minimise our embodied carbon footprint 
and continue to self-generate more renewable electricity. 

Adapting to climate change  
We are committed to understanding the potential impact 
of climate change on delivering customer service as well 
as identifying and developing resilient responses to 
minimise its impact. 

Delivering efficient operations 
We will seek new ways to reduce our use of natural and 
manmade resources, minimise waste and deliver efficient 
and effective operations for both today and the future, 
while continuing to work with our supply chain to improve 
our resilience. 

 
 



Responsibilities 

 

 

 

When to speak up 

As an employee you commit to: 

• Complying with this policy 

• Reporting any concerns  

 

If you have a concern about any issues relating to our climate change performance or management 
arrangements, or you have a question about this policy you can speak to the policy owner or any of the 
following: 

 

 

 

 

 

 

Useful references 

Internal:  
• Energy Policy 
• Climate Change Policy 
• Health and Safety Policy Statement 
• Environment Policy 
• Public Value Policy 
• Public Value Commitment 

 

External: 
• Climate Change Act 2008 
• Water UK: Public Interest Commitment 

 

   

All employees and 
contractors ensure their 
actions align with this 
policy and speak up if 
something is non-
compliant. 

Line managers must 
communicate the 
details of this policy to 
our employees, our 
delivery partners and 
our contractors, 
promoting a compliant 
working environment. 

Executives must 
conduct all business in 
line with this policy and 
our core business 
values. 

Tell your line 
manager 

This doesn’t have to 
be your immediate 

line manager 

Speak to us 
in 

confidence 
07747 640 072 
investigations@tha

meswater.co.uk 

Report 
anonymously 

0800 917 6936 
 

thameswaterspeakup
.co.uk 

Write to the 
CEO  

Thames Water 
Utilities Ltd 
Clearwater Court 

Reading RG1 8DB 


