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Recognising the importance of looking after our people, 
we’ve introduced a wide range of new initiatives in our 
workplaces this year to support, empower and inspire.

In recent years, our business has gone through a period 
of unprecedented growth – we’re now one of the largest 

water retailers in the UK. Throughout this period, we have 
never lost sight of striving to provide a market-leading 

customer experience.

Over 200 colleagues have 
benefitted from our health and 
wellbeing initiatives already.

We have over 60 colleagues 
taking part in  leadership 
development programmes.

We’ve trained 4 colleagues to become 
Mental Health First Aiders.

We’ve introduced an Employee 
Assistance Programme, offering 24/7 
confidential support to all our colleagues.

We’ve launched new wellbeing 
activities including yoga and 
mindfulness sessions, free fruit 
in the o�ce, health care checks, 
and exercise challenges. 

We are proud to be a Real 
Living Wage employer.

Naturally

 
different.

We’ve invested in a broad 
multi-skilling programme 
to help over 50 colleagues enhance 
their skillsets.

We’ve provided Customer Service First 
Impressions training to over 20 people 
and trained over 100 people in Continuous 
Improvement techniques.

We’ve provided sponsored 
study support to a number 
of people studying towards 
professional qualifications.

We’ve provided support 
and flexibility to help 
our 400 people balance 
home, family and work 
commitments through 
lockdown.

 
 

Naturally different.

Supportive by nature.

200+

30
million

£

88%

Helpful by nature.

Our new Single Site 
Onboarding Journey helps 
deliver a bespoke, engaging 
experience for new customers, 
ensuring their first interaction 
with Business Stream is positive.

We helped our customers 
save over £30 million 
through discounts and water 
and energy efficiencies.

Our customer satisfaction score is at

We’ve achieved 
our all-time highest 
score on Trustpilot: 

4.3 out of 5

What’s next ?

Our Single View of the 
Customer dashboard helps 
us to seamlessly manage 
a customer’s entire estate so 
that we can proactively identify 
issues before they arise.

Our low customer complaint volume 
sees us consistently named as one 
of the top three performers in 
the market.

Our efforts are being recognised externally too – 
in 2019 we won 9 national and European 
Customer Service Awards.

To help foster healthy communities, we have 
developed partnerships that have paved the way for 
our teams to work with various groups including 
primary school children, teenagers and school leavers.  
And we’ve worked with charities whose values are 
close to our own to help support them with 
fundraising and volunteering opportunities.

Partnering with Business in the 
Community, we run a volunteering 
programme to inspire primary school 
children about the world of work.

have volunteered in the 
community this year through 
Enterprise Challenges at schools, 
mentoring support and participating 
in beach clean ups. 

To teach children about using water wisely, we’ve given 
presentations in classrooms, added free online resources to 
our website, and run a water-saving poster competition.

Local by nature.

Partnering with Career Ready, we deliver mentoring and 
work experience placements to senior high school students.

We established a new Charity Panel to support:

50Over

colleagues

for our charities.

We are passionate about promoting the importance of water 
efficiency and we’ve launched several initiatives to help us and 
our customers reduce our impact on the environment. 

Responsible by nature.

500Over

In the past year alone, we’ve helped our customers 
save over 6 billion litres of water – equivalent 
to 2,400 Olympic-sized swimming pools.

%%2020We’ve pledged to help our customers 
reduce their water usage by  

We’re the first water retailer to be 
awarded the Waterwise Water Efficiency 

Checkmark for our Head Office.

We’ve achieved 
ISO: 14001 certification, 
ensuring high standards for 
our recycling, efficiency and 
environmental performance. 

We’ve given all our colleagues reusable water bottles and coffee cups, removed 
all plastic bottles from our vending machines, and installed water fountains – 
eliminating the equivalent of over 70,000 plastic bottles to date.

free water efficiency packs were sent to help small businesses reduce 
their water use, benefitting them both financially and environmentally.

We have supported the BiTC National 
Business Response Network set up to help 
charities and local businesses impacted by 
the Covid-19 pandemic, including offering 
befriending support and providing our vans 
and logistical support to make deliveries. 

At Business Stream, we’re committed to making a positive 
difference to our people, our customers, the environment 
and our local communities. Although it’s only been twelve 
months since we launched our ‘Making a Positive 
Difference’ vision, we’ve already made some incredible 
progress – introducing over 20 new initiatives to support 
our ambitions. Please read on to find out more about the 
initiatives we’ve launched to help bring our vision to life!

We’re incredibly proud of everything we have achieved 
so far. But this is just the start. We are committed to 

maintaining and building on our vision in the year 
ahead and as part of that we will be introducing a 

number of new pledges in the coming months, 
including carbon-offsetting initiatives, expanding our 
volunteering programme and raising even more for 

our charity partners. To keep up to date on our 
progress please do follow us on social media. 

Follow us on:


