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3.5.1 Pilot Study 





3.5.2 Primary Data 

how and why









Interviewer: What criteria do you consider for selecting potential partners? 

Interviewee: Well, again it's what they do is all that matters, you know we do prioritize 

partnerships. 

Interviewer: How do you do that? 

Interviewee: Well, I mean there are partners and partners out there and we have loads, but 

if we categorize them, the key ones that we put our most effort and time into are those who 

can deliver resources, and add value to what we want to do. 

Interviewer: How do you know that they would add value? 











Interviewer: How do transaction costs of partnership (budget allocated for time, resources, 

information, asset deployment) play a role in partner selection at NWL?  

Interviewee: To answer your question, my direct answer to the question is that I don't know, 

I don't know how transaction costs actually played out,….., but I think I'd agree that 

generally what should we be doing is looking for value wherever that value is and how you 

define it, to which it can mean that you're looking at low cost, it can mean that you're looking 

at the best partner, even if that best partner might be a more expensive one than an 

alternative. 

Interviewer: So it's not only about low cost? 

Interviewee: I don’t think it's only low cost, I think we should be seeking to get value, 

however we want to define value. 



3.5.3 Secondary Data 







3.6.1 Thematic Analysis 





3.6.2 Template Analysis Approach 





3.6.2.1.1 Familiarization with the data 

3.6.2.1.2 Preliminary Coding 





3.6.2.1.3 Clustering 

3.6.2.1.4 Producing an Initial Template 













3.6.2.1.5 Developing the Template  





(N.B. *recommended in above figure refers to recommendations provided by research 
participants and not by researcher) 



(N.B. *recommended in above figure refers to recommendations provided by research 
participants and not by researcher)







(reference to discussion topic number from 
focus group agenda)



3.6.2.1.6 Applying the Final Template 
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3.6.2.1.6.1.1 Introduction to CAQDAS: Use of NVivo 





3.6.2.1.7 Writing Up of Findings 























4.2.1 Prioritization process of sustainability issues at NWL 



We are currently going down again a dual approach, one is reactive so if an issue occurs, 
what can we do to stop it occurring again, or to minimize the impact or likelihood of it 
occurring again, the other one is to try and do a proactive approach to stop it happening in 
the first place, we're going down both those paths, the balance is still significantly in the 
reactive camp, so we do a lot more reactive works than we do proactive works…  (NWL4, 
2) 2

…one example in water was leakage, so going back a long time we had a big problem with 
leaks from our water pipes, and it's a problem for sustainable reasons as well,…, so several 
years ago we put a project in place to correct that situation which was a combination of 
investment, innovation, operating activity, management systems, and it took about a year 
and we got to a much better place and then those activities are now embedded in our normal 
way of operating, so leakage is a, remains a big question for us, but it's managed in a, it's 
not a campaign, it's not a project now, it's a routine… (NWL5, 3) 



…how we would operate as a business is our sustainability issues are integrated into the 
business, so we have a single strategy, we don't have a separate sustainability strategy… 
(NWL7, 1) 

I think we perhaps seek to prioritize sustainability issues but am not so sure we do it as a 
first priority, I think we start off with the outcomes and work backwards from that, and the 
outcomes, to us there are outcomes that relate to sustainability topics, I don't think they're 
the priorities within the business…(FG1, 1)3

…we have a prioritization process for our investment programs generally… (FG4, 1)



…and each of those have values assigned to them, and ratings, and then you turn a handle 
and you get a prioritized list of integrated issues… it's a live process, so as things change, 
it changes to react… (NWL4, 2) 

…we can't do everything, and that's the nub, that's the key question here and that's why 
prioritization is fundamental, and it's a business challenge that we've always had… (NWL5, 
3)

…we don't explicitly prioritize sustainability in whatever terms we would use in that, so, and 
I would probably go a little bit further that we should… (FG4, 1)

…sustainability can be easily just about environmental sustainability, it's about long-term 
resilience and security of our networks or our assets, and I think your question answers it, 
it's 5 years and we tend to look very short-term where we should be looking longer-term… 
(FG4, 1) 

…future horizons … has longer-term vision about almost what we think the future is going 
to look like, and then our business plan is the 5 year AMP4 that fits into that … I think the 
intention was absolutely to do that, I think the reality is probably not doing that because we 
haven’t got the money that we expected to have… (FG4, 2) 



…there's not enough money to do all the things that we feel we need to do, so we have to 
compromise and, sometimes it is the right to compromise for a year, or 2 years… (NWL5, 
3)

4.2.2 Assessment of current partnership work 



…so what we did is we started engaging with them in recognition of the benefits we would 
receive, we've made an offer to contribute to that project, so whilst it's not creating an asset 
that will be owned and managed by us, we are recognizing the benefit that we will receive, 
and our customers and communities will receive, in exchange for us making a contribution 
into that project to allow it to happen, but it doesn't exceed the benefit we would get. (NWL4, 
5)



Probably for us our key sustainability issues are the major changes through the funding 
environment in which we work, so we used to have a huge amount of core funding from the 
central government and from local government and all that's gone, that’s a big issue for us. 
(NPO3, 3)5

…there's possibly also a recognition of the points of view from all partners or potential 
collaborators, then also typically under extreme resource pressures, it's equally difficult for 
them to lift their heads up and pay that balance between what needs doing today and what 
we need to do in the future, and it's a very very difficult equation at the moment because of 
the resource issues, and NWL aren't unique in having that challenge, the ordeal with the 
local authorities for example, they're handing back tens of millions of pounds, yet still being 
asked to think proactively, and they've got less and less resource to manage the here and 
now. (FG3, 11-12) 



…we are much more comfortable in as a reactive, in a reactive manner… we tend to be a 
very, I think we value being able to do things quickly, effectively responding to the moment, 
we don't apply that same value to being able to think hard and come up with the right long-
term objectives. (FG1, 10) 

…probably still on balance just about more of it is in reaction to the project need. (FG4, 11) 

…we are reactive, we do tend to look at the here and now first, we are brilliant at responding 
to events as they unfold… (FG2, 11) 

…as you become under resource pressure, it's about prioritizing and what you tend to find 
is the problem today is a greater priority than the benefit tomorrow…And I don't think that's 
just unique to NWL either. (FG3, 10) 

…I feel as though we've at least taken that first step towards proactive and longer-term 
strategic thinking… (FG3, 10) 



…there are some good examples where we said we want a more strategic alliance, I am 
thinking of StepChange here, you know where we said it's not just for projects, it's not just 
for Christmas, it's something we really want to work with them on over the very long-term, 
so I think we're getting better, we’re recognizing the need of those broader forward looking 
alliances and partnerships… (FG4, 10-11) 

…Essex is the driest county, until 3 years ago we were in a deficit, so there was, in theory if 
we had a major drought that went over 3 years, we would run out of water, so going back 
24 years, this was identified and we planned and promoted the biggest water resource 
scheme in the country, which we completed 2 years ago, but there was somewhere around 
30 different stakeholders that we have worked with to deliver that […]so again Wildlife 
Trusts were there to help us deliver it in a sustainable way with the right habitat around the 
reservoir, and there would be others like local authorities that needed reassurance that we 
were not going to damage all the roads when we had construction traffic, so there was a 
range of people involved […]so we had 10 years of modelling to prove we could take more 
water and do it properly…that reservoir was, had lots of international designations for 
wildlife, so to make any change to it, we would have European Union or even international 
organizations say no, you're destroying something, so we spend 12,13 years designing a 
solution that would be better than what was there before […]on the environment side we 
have as well RSPB, there would be the Wetland Trust, the Rivers Trust […]a lot of the project 
was creating the habitat so the birds and wildlife can flourish… (NWL5, 5; 6; 13) 

…I think the way in which commercial businesses are changing and it certainly is changing 
and is continuing to change is that it's getting away from straight mercenary led relations, 
transactions that take place between suppliers and buyers of those goods and services, what 
tends to happen is that people are looking for added value in the relation…and it's just a 
shift in the business model, but that's come about by aligning its business with the business 
of the key stakeholders… (FG1, 17)  



…in terms of the catchment management initiatives that we have…where we're working with 
a number of different people, from different organizations…to do things in the local 
catchment to try and stop the flows from getting to our watercourses in essence, so and some 
of them should have very long-term benefits… (FG4, 9) 

…NWL would be doing it simply because we get benefit out of it, by bringing in partners we 
can bring in their benefits as well, now that could be sufficient to make something actually 
happen, it's something we wouldn't do on our own right or in isolation, but bringing others 
in can make it happen, simply they go on and work with us because they get something out 
of it as well, but the balance there is that the communities also get something out of it, so it 
makes sense. (FG3, 16-17) 

…we kind of supported something 'cause it's felt like the right thing to do rather than actually 
sitting down and really understanding what the goals and objectives are. (NWL7, 7) 



4.2.3 Future recommended partnership work 

…you need partnerships which are reactive and help you in the here and now, and you need 
partnerships that will help you in the strategic longer-term, I think it's you know there needs 
to be a balance, I think it needs to be partners that add value in whatever you're looking for 
them to add value in, whether that's a strategic or whether it's a project driven 
environment… (FG2, 11) 

…I think it will take us quite a while to find the correct balance between reactive and 
proactive, I feel as though we've at least taken that first step towards proactive and longer-
term strategic thinking […] I think what I would make out of it is not to lose sight of that 
balance between reactive and proactive, strategic approaches tend to be more proactive 
longer-term, whereas a lot of the pressures are on the shorter-term… (FG3, 10; 16) 



…I don't think we should be trying to necessarily kind of pigeon hole partnerships as being 
one thing or another, I think they need to generally add value, and if that's a strategic value 
great, if it's a business as usual value great, if it's a you know when you try and kind of label 
what you're trying to, kind of the benefit that your partnership is delivering, you kind of run 
the risk of being restrictive in terms of how you view partner organizations I think, and I 
think we should be as unrestrictive as possible because…we've got a limited amount of 
resource and a lot to do, and actually if we can get a lot of that done by other people, then 
that is to the benefit of the business. (FG2, 11) 

… I think a lot of focus needs to be given to how we work in partnership, to get the most 
accurate and robust information in and around forward weather forecasting, because one 
of our big challenges is there's very little you can do to mitigate the effects of extreme 
weather… so you can do some more long-term prediction of weather, you give yourself a 
better chance to try and introduce capital investment schemes or whatever they may be, to 
mitigate the effects of those… (NWL1, 8-9)

…I don’t think we really set out clear objectives on what we want to achieve, and we 
certainly haven't identified effective partners to help us achieve that. (NWL7, 8) 

…our business strategy should identify what we want to do ourselves and what we want to 
work with others on, and we’re probably at that point in our organizational development 
where we need to take a step back for understanding that a little bit, you know there will 
probably be some reshaping going on…I think you know it's again it’s worth just standing 
back and look at our strategy, what it will be forward. (FG4, 11) 



…I think you potentially get more benefit and more business benefit from getting people 
engaged in the whole idea of working in partnership, now that doesn't necessarily just mean 
external partners, that means internal partners, it means a whole range of stakeholders. 
(NWL1, 12)

…I think there's a real opportunity with the work we’re doing with partners to kind of 
accelerate that, and certainly it's an area where I think there needs to be some real visibility 
of what's going on, so people understand it and are bought into the concept. (NWL1, 12) 

…I think part of it is just making it more visible yeah, so the reporting and the structure is 
in the business, it's just we don't raise it to the management team. (NWL5, 15) 

…if we're looking at deriving more strategic impact from partnerships, then you need to 
make the employee working for us understand why and who and when and the benefit of 
that. (FG2, 13) 



Well, I still believe now that there's room for probably better stronger partnerships between 
us than we've got at the moment […] I think we should be getting together and talking more 
about strategic things we could do, that would have a much bigger impact […] I just say 
that we should sit around tables and talk more about big tactical approaches, more than 
we've ever done because we need to… (NPO4, 8; 13) 

…they're only a small part of what could be a much bigger role I think, yeah, they've 
obviously, I think, got a key role into the future so I would like to see them, I would like to 
work with them more…( NPO4, 9) 

…so going back to the wet wipe campaign, and there's a lot of regions and specific activities 
that we talked to other water companies about, we want to see a long-term change in how 
people dispose of wet wipes…(NPO6, 6) 

…the best sort of partnership we could have is where someone just gives us money and tells 
us we can do what we like with it, so it's unrestricted funding, and that's what we need more 
of, so that we can be reactive to issues immediately…(NPO1, 6) 

…I think we can do more to build on influencing and using the collective voice of the water 
industry together… (NPO2, 8) 



…more grassroots work if you like, working with and through communities so that they 
actually realize themselves…I always feel that we underplay people engagement in 
everything we do, even though we put loads of effort into it, it's never quite enough… (NPO4, 
7)

…I think that's an interesting area to try and look at how we communicate as a charity as 
well, and thinking perhaps partnerships could help us reach that broader audience, there’s 
a lot to do in here. (NPO6, 5) 

4.2.4 Partner selection 





…we'd scope out the projects that we'd want to engage with our partner on, and that's really 
coming from our viewpoint about what we want to achieve in that project […] really I guess 
our selection really has probably come from all the procurement procedures […]making 
sure I mean part of our purchasing guidelines are if it’s under, we expect it to be under a 
certain value, monetary value and we’d need to get three quotes, and then we’re, as long as 
they're meeting the criteria we want then we'd obviously select the cheapest. (NWL6, 9) 

…I would still struggle about the partner selection, the idea I’ve alluded to am not actually 
sure we have that partner selection process as such, it's pretty much reactive to individual 
need. (FG3, 5) 



So when it's a company that we might accept donations from, we have an ethical risk 
assessment where we look at the activities of the company based on some of the work that 
we undertake… we look at their policies around packaging goods and also any other issues 
concerned about maybe how they’re planning to develop the company and also broader 
sustainability issues, perhaps any type of commitments they have to welfare or anything like 
that, so we look at a range of issues specific to do with marine conservation and marine 
environment, and there's some broad sustainability issues as well, if it's like flagged up as 
medium or high risk, then that goes over to our conservation team or our senior management 
team to have a multi-look at and perhaps open up a dialogue with the company in question… 
(NPO6, 6) 

…I think flexibility fundamentally and a lot of the opportunity as you put here you know 
comes along and then you need to grab it… (FG4, 3) 

…you're targeting what you should focus on is what the benefits are and how you can deliver 
them […]partnership working doesn't follow strict process or procedure, so it's not always 
possible to say well this is how we do this or this is how we do that, you've got to be flexible 
and be able to recognize an opportunity, and welcome that when it comes along, process 
doesn't always identify those or support those, so there's gotta be a degree of flexibility […] 
identifying opportunities when they come requires flexibility… (NWL4, 5; 10; 12)



…we try not to focus on government and non-government […] it's who are the right people 
[…] partner selection is not a rigid process, it doesn't have to be a systematic process, it just 
needs to feel right. (NWL4, 6; 7; 12) 

…I think it needs to be flexible otherwise you get yourself too mired in the fact that you're 
not sticking to your plan…and actually you know if you're too restrictive in how you view 
that then you're potentially cutting off access to really good partner organizations because 
you're trying to stick to a very rigid plan… (FG2, 3) 

I think some of them, so credibility, expertise, track record, they're great but actually we 
shouldn't be afraid to partner with organizations that potentially don’t have that yet, because 
they're new and innovative and they're you know disruptive in how they work, and you can 
quite often if you create too your own of a certain framework in which to develop these then 
you can kind of limit yourself in terms of how you think about potential partner 
organizations. (FG2, 6) 

…you can set out to engage with certain organizations as a matter of principle, but you 
should also be open to the opportunistic stroke issues that come along that maybe you 
haven't planned for… (FG3, 2) 

…I think the one area where I would suggest there might need to be a more systematic 
approach in that's, in part of our business strategy we're looking at a bigger picture aspect, 
and we might need to say who of the partners that we want to be working closely with as 
part of that, and that probably wouldn't come about just opportunistically […] so I suppose 
my point of preference would be you know the opportunity one, but I think if we're looking 
for a strategic alliance, a strategic partner, we'd probably need a more active forward 
looking process. (FG4, 3) 



…I think it to an extent depends on what your time horizon is, the longer your time horizon 
I feel is the longer you need to have a strategic viewpoint around that, so you may want to 
align with an organization that's going to be around for a long time, it's got a history and 
so on, if your time horizon is shorter then it lends itself more to being much more flexible 
and more agile in terms of the way in which you behave. (FG1, 3) 

…I think that is what I would suggest might be the real approach that we might take where 
we identify the sort of the value chain if you like even if it's just in headline terms and to see 
that our value chain has some similarity with the value chain that potential partners might 
have. (FG1, 5) 



…the context that I would have raised it…isn’t so much about selecting partners, it's more 
around you know because we had an objective in mind, we had to understand all of the 
people along the way that we needed to work with, so I suppose using the word partner 
loosely, so it's the stakeholder that we would need to do business with, and then yes we 
absolutely had to understand you know what their objectives were, where they may agree 
with us, so we can get some alignment, where they wouldn't agree with us so that we could 
work with them, so I think that's probably the context of that project, I suppose whether we 
call them partners or not is another matter, you know some we did absolutely but there were 
about 13 in all, and some were just associates or organizations that we had to work with to 
get to a solution. (FG4, 7) 

…we would understand previous reputation, you know previous experience with them, so if 
you knew an individual there that was helpful, normally how focused we would know 
whether they were going to be a support or not, and the likes, the big ones for us will be the 
Environment Agency and Natural England or English Nature as they were then, and I don't 
think they would want to be called partners really, but they were very clearly needing to be 
on side with us, so and there was a lot of from our perspective understanding who were the 
right people to talk to, so who should I speak to, who should the chief executive speak to, 
who would the you know the people that you want them doing to talk to. (FG4, 7) 

4.2.5 Partnership impact evaluation 





…in other cases the partner isn't really looking for that because we've probably as I said 
got a relationship where we understand each other better and they feel confident and 
comfortable that they don't necessarily need that, you know we've got some partners as I 
said who have been partners of ours for nearly 10 years, and you know we don't sit down 
every time that with news and go through a set of figures, they understand the relationship 
that they have with us, they understand how that is delivering for them and how they can 
you know, how we can work together to achieve what we want to achieve, and there isn't 
necessarily the need for that kind of hard and fast measurement, other partners and perhaps 
sometimes those who are where the partnership is younger are looking for something that's 
more specific like that. (NPO5, 12) 



…in business terms we would use internal rate of return, possibly like that, in some areas 
it's quite difficult to put values about things, and then there are different ways of trying to 
value that, there's a growing interest in environmental services […] my understanding of 
that is that it's about understanding the broader impacts of the environment and so, and 
putting a value against that…therefore there is a benefit in terms of leisure, there may be a 
benefit in terms of health, and all of these can be, values can be assigned to these, or be 
notional values very often rather than cash values, but you can then put, you can then factor 
those in to the return that goes beyond the straight cash return which IRR represents. 
(NWL2, 10-11) 

…the latest kind of trend not just from us but from lots of businesses, is about natural capital 
accounting […] So there's a recognition out there I suppose that we use natural resources 
but we're not properly reflecting the value of these resources and that's causing us problems 
… as a company we're just kind of at various stages now where we're trying to sort of look 
at this concept, think about how could we apply it to our business, so you know we're taking 
water from the catchments and then to treatment, so how can we value these areas, so it 
could be the peatland areas, I can put a value on that… the North Pennines AONB are 
actually trying to produce a set of documents based on each sort of type of assets, so they’re 
looking at peatlands, they’re looking at forests, a bit of grasslands, and the idea is like a 
prospectus to potential investors and say well you know you can invest in this peatland 
because these are the benefits to you, 'cause what we're all recognizing is that funding out 
there is getting scarce…(NWL3, 8-9) 





4.2.6 Participant agreement interaction in focus group 







5.2.1 Materiality Assessment: Link to Value Creation 
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5.2.2 Value Creation in Cross-Sector Partnerships  







5.2.3 Nature of Collaborative Relationships and Value Creation 











5.2.4 Recommended Partnership Strategy 





5.2.5 Partner Selection Process 
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5.3.1 Challenges to impact evaluation 





5.3.2 Approaches used by NWL and NPOs 





5.3.3 Recommended approaches by NWL and NPOs 





















6.2.1 Review of research aim and objectives  
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Developed Template – version 1 



































Developed Template – version 2 



























Final Template – version 3 

(different for North/South)
(typically short-term)

(more long-term) 
(e.g. Water Framework 

Directive) 
(includes NGOs, other NPOs) 

(Note: The entire business plan is built upon what 
customers say they want – i.e. the outcomes and what 
customers are willing to pay for this). 

(involving 
capital investment schemes consistent with business 
objectives submitted to Ofwat) 

(outcomes 
around strategic themes focused on 
vision/mission of being national leader rather 
than sustainability issues) 

(no separate sustainability 
strategy as issues are fundamental to business 
objectives)

(prioritized or critical issues based 



around impact on customers, investment is based 
on AMP cycle submitted to Ofwat for 
consideration and approval) 

(e.g. volunteering in work time) 

(according
to NWL and NPO key informants)

(resource sharing, skills, knowledge, 
expertise, financial, legal, independent statistical analysis skills)

(skill sharing, capacity building) 

(according to NWL key informants)



(suitable for project 
purpose) (e.g. through networks 
provided by NECC) 

(building relationships with customers) 

(direct) 

(indirect)

(water conservation, water efficiency)
(site management, habitat 

creation) 

(according to NPO key 
informants)

(corporate sponsors) 

(way of thinking) 

(for skill sharing and capacity building) 

(including employee database) 

(through critical partners) 



(e.g. marine conservation) 

(e.g.
beach cleaning for marine conservation issue) 

(e.g. marine conservation) 
(according to NPO key informants)

(one of the leading in 
UK, high profile, key player) 

(kudos) 

(e.g. land resources) 

(expert advice, that 
can also be used for third parties) 

(for support, 
influence, forming other potential partnerships and future 
relationships, garnering further reach and support, spread 
message)

(*according to NWL key informants)



(scope of work) 

(including HR) 

(timescale) 

(memorandum of 
understanding) 

(varied donations) 

(especially for policy work) 

(especially for something 
needed to be done anyway so can’t attribute) 

(membership or partnership 
agreement) 

(in vital signs 
report)

(“manage the here and now”-
*according to NWL focus group participant) 

(typically 
reactive and short-term) 

(“problem today is a greater priority than benefit 
tomorrow”) 

(for providing 
solutions to identified issues through projects/research (surveys), 



lobbying, consultation services, influencing policies and strategies, 
through memorandum of understanding or agreement, providing 
specific services) 

(collaborative integrated 
partnership, typically proactive) 

(stakeholder analysis 
implemented at NWL at project level for 
understanding different stakeholder objectives, 
who would agree, disagree, supporting or not, 
have interests, can provide solutions, working 
with and impacted by project, influence, 
empowerment matrix, who has power, do they 
align-executive board with strategic role of 
suggesting new ideas and opportunities) 

(program=different 
projects, impact assessment activity)

(more structure 
needed, better management, more issues 
involved, evidence base for impact assessment 
could involve formal group including 
independent expert like in Abberton reservoir 
partnership, long-term evaluation) 

(typically long-term) 

(long-term) 

(like StepChange) 

(balance in benefits) 

(involving initiatives such as 



catchment management, repairing peatlands, 
habitat creation) 

(e.g. account management skills)

(setting milestones, evaluation of impact) 

(honesty, being open) 

(“felt like the 
right thing to do” rather than understanding objectives) 

(e.g. based on 
organization size, gender) 

(human greediness)



(reactive: 
project-based, as lot of pressures are on shorter term, here and 
now; proactive: strategic partnerships are usually more proactive 
and longer term)

(specified period of time) 

(better 
weather monitoring or forecasting, through capital 
investment schemes for example or other schemes, long-term 
planning approach)

(need to broaden scope of work and 
necessary to work unrestrictedly with many partners due to limited 
resources/funding and great number of sustainability issues to 
address)

(spending enough time 
understanding strategic objectives and developing clear strategic 
level plans for strategic partnerships, which is crucial and 
recommended as it could have avoided current issues, get more 
value from partnerships)

(therefore it’s imperative to be efficient and 
effective in sparing some of the scarce resources) 

(e.g. engaging communities 
in their environments, conversations and discussions with partners)

(for internal and external stakeholders)



(by enhancing employee understanding)

(targeting potential long-term change)

(including NGOs)

(like 
CRM)

(not something new) 

(tactical 
approach)

(e.g.in disposal of wet wipes, targeting cleaning of 
beaches and better quality water discharged into sea from 
CSO discharges)

(reactive approach) 

(more grassroots work, working with 
and through communities) 



(same ethos) 
(especially for NGOs who are more accepted in 

communities) 
(including finances, resource availability, 

balance in resources, available money)
(more predominant for small partnerships)

(research on)
(with partner)

(project 
management, having reporting back skills, generate report 
at end, monitoring/review assessment skills, communication 
with communities) 

(to
addressing sustainability issues and welfare, and to outcome 
delivery) 

(big 
area wide responsibility, big players, strategic by nature, 
financial influence) 

(money available)



(NWL tender process, 
least cost, agreeing to deliver specified outcomes according 
to specified project scope) 

(large partnerships) 
(large

partnerships) 

(very rare) 

(transparency)

(similar interests/objectives)

(previous)

(transparency)
(potential 

partner activities and policies with respect to specific NPO 
issues, development strategy, broader sustainability issues, 
commitments to welfare; process involves likelihoods and 
potential consequences of partnership) 

(not 
rigid, doesn’t have to be systematic, needs to feel right, 
doing the right thing) 

(to avoid limitations in selection and approach 
to partnerships) 



(serving
business strategy) 

(time and resource)

(could be 
around low cost or best partner to deliver even if 
costly) 

(saving on resources like cost and HR for NWL, legal 
responsibility sorted out, access to land for NPO) 

(clear strategic 
objective to be achieved from partnership) 

(by one partner)

(stakeholder analysis implemented at NWL at project level-it is 
recommended for the future to be done at NWL for planning 
strategically at non-project level from an outcome position) 

(break out of group think type of approach) 

(alignment)

(multi-
faceted)



(dividing the cake) 
(integrated 

approach, big area wide responsibility) 

(increasing participation of 
stakeholders/partners) 

(e.g. funding, finance) 

(especially if 
gradual change occurring, evolving over time) 

(money) 

(e.g.
climate change) 

(NECC is influencer and not decision-maker) 



(cost, within time, etc.)

(satisfaction,
behavioural change impact, reputation) 

(anecdotal 
accounts, arts involvement, depiction, social 
media feedback) 

(soft 
measures-surveys-for proper perspective and 
understanding, reputation; hard measures-
biodiversity, number of visitors, scientific 
approach, count, quantifiable water savings) 

(comparative
data over time e.g. habitat creation, water 
efficiency or water conservation impacts pre-post 
partnership) 

(quarterly reports, more 
structure for large complex partnerships) 

(not applicable to big programs)
(budget, 

timescale, delivery of outcomes) 
(estimate due to 

external factors not taken into account like climate change) 

(annual) 

(e.g.
ticking boxes) 

(10 years, is based on mutual 
understanding and confidence in delivery in contrast to 
younger partnerships) 

(specified at outset by 



funded group fed back into annual impact report submitted 
to NWL or funder) 

(inputs, outputs) 

(especially when developing new 
programs, pilot testing, driving partnership work 
forward) 

(need 
for quantification of impact or business benefits when 
possible, otherwise has to be qualitatively assessed) 

(as funding is becoming scarce)



(for large complex partnerships) 

(quarterly basis)

(project scale and financial 
significance)



(audit, 
quality control, evidence base) 



…so another one would be StepChange the debt charity, and that organization is a national 
organization that works with people who can't afford, having financial difficulties can't 
afford the bills usually, and they've worked very very closely with us, they've trained people 
in our customer team as they have hot keys in our contacts center so we can transfer people 
directly through to StepChange, so they get independent professional advice on financial 
matters from the charity directly, and what that means is when we have a customer who's 
struggling to pay their water bill, rather than working out a single plan that helps them pay 
their water bill, we can refer them to somebody who will look at holistically what their 
financial issues are, help them with financial education and get them on a sounder footing 
so they don't then fall back into this trap again, so they’re not just helping them with the 
water bills, they're helping them with the financial situation, and part of that is that you 
know our customers tend to come to us and then stay with us for the rest of their lives, most 
people don't move out of site of reach, and so we, it's in our interests to make sure that they 
are financially educated, are able to manage their money and therefore are able to pay their 
water bills in the future, but also it provides a fantastic support to those people who are 
genuinely struggling and this helps them see a way through, so for us the outcomes are about 
making sure more people can pay their bills and therefore we don't end up with people on 
bad debt lists and all that side of things, but there's a clear outcome for customers there too. 
(NWL7, 6) 



…we've done some things with Water Rangers which needs to grow and develop which is 
about engaging people in their environments, so we probably need to do a lot more work 
around that […] we've started to do some work there with engaging volunteers called Water 
Rangers to spot pollutions, but I do think that that program can grow considerably and we 
probably need to work with more partners so perhaps River Trusts or Groundworks are, am 
not sure who it would be to really develop that program, and make it more impactful, it's 
very small scale at the moment. (NWL7, 8) 

…so WaterAid is a charity that was set up by the water industry, and its objective is to 
provide health and set water in health and sanitation to everyone everywhere, and a very 
simple statement very difficult to achieve as I'm sure you would be aware, and what we do 
for WaterAid is 2 things, we help with advocacy so we influence politicians and try and raise 
awareness of the issues of people not having access to water or sanitation, and we do that 
with our customers as well, and we also fundraise and the outcomes are really clear, it's 
very very much aligned to our objectives so it's 2 outcomes I guess from my perspective, 
there's clearly an outcome which is providing financial support which will deliver projects 
in places where they need water and sanitation, so that's one outcome, and ultimately the 
outcome there is about saving lives, and getting people into education and things that they 
aren't currently enabled to do because they don't have access to water and sanitation, but 
the other side of that from a I guess from a UK perspective is promoting that with our 
customers' help to highlight how fortunate we are in this country to have access to water 
and sanitation, we take it for granted, so for me working with WaterAid whilst raises money 
and awareness of the issues which clearly provide some valuable support to them and 
hopefully you know it does actually save lives, it's also providing a bit of a mirror to me to 
our customers to say this is the value that our company brings to you that you take for 
granted that others don't have. (NWL7, 5-6) 



…Essex is the driest county, until 3 years ago we were in a deficit, so there was, in theory if 
we had a major drought that went over 3 years, we would run out of water, so going back 
24 years, this was identified and we planned and promoted the biggest water resource 
scheme in the country, which we completed 2 years ago, but there was somewhere around 
30 different stakeholders that we have worked with to deliver that […] so there’s a spectrum 
of people that we just need to manage and keep away, and those that we needed their support 
for, and we needed others to help us do it, so there's a whole range of people, so again 
Wildlife Trusts were there to help us deliver it in a sustainable way with the right habitat 
around the reservoir, and there would be others like local authorities that needed 
reassurance that we were not going to damage all the roads when we had construction 
traffic, so there was a range of people involved […]in Essex as I say it's very dry, so nearly 
all the water has to be pumped and most of it from outside the county, so 140 km, so we had 
to first of all find that extra water that could be abstracted sustainably, so we can't just take 
water out of the river, and the river dry up and kill everything, so we had 10 years of 
modelling to prove we could take more water and do it properly, we then had to transfer it, 
so we had lots of studies as to how we can transfer it, one option would be to put it into small 
rivers and let the rivers take it, but in that area, I read some of those small rivers may be 5 
meters wide, so if you put 10 times as much water that they normally carry, suddenly that 
river gets destroyed, and the land around it is destroyed, or as we ended up doing, putting 
it in pipelines, so we had to look at the most long-term sustainable solution to transfer it, 
and then we needed somewhere to put it, so we had a phrase, you know while it's the driest 
county, it does rain, so it's capturing the water in times of plenty, so when it's flooding, when 
there's a lot of water, capture it and then store it in times of need, so when it's really dry 
we've got a big big reservoir full of water to use that, so we had to make an old reservoir 
bigger, so and then it's the biggest story, probably I could spend a day on, that reservoir 
was, had lots of international designations for wildlife, so to make any change to it, we would 
have European Union or even international organizations say no, you're destroying 
something, so we spend 12,13 years designing a solution that would be better than what was 
there before, at months we were able to do that then all of those 30 stakeholders said yes we 
now support what you're doing, so I think that's a big example but it's probably the best 
example I can think of where we needed those stakeholders to work with us, in the old world 
many years ago, in the water industry as engineers and scientists we would think we know 
best, we don't need to talk to anyone else, in the current world you realize firstly we don't 
know best, but more importantly we need to work with others to get the right solutions […]on 
the environment side we have as well RSPB, there would be the Wetland Trust, the Rivers 
Trust […]they would have access to world renowned ecologists for example that they could, 
so we would probably pay them in that situation, so they would get a benefit for those 
ecologists who would study what was happening with birds or whatever, so we get direct 
benefit but we'd also get their understanding of what we're aiming to do, there were, there 
are other partnerships, not NGOs as such, but there's an organization called Natural 
England, the Environment Agency and others that, the regulators if you like, that we had to 
convince in us, there was other community groups, so that local councils, parish, are you 
familiar with parish councils, so this is where local community groups come together […] 
so I mentioned about the reservoir of international importance, and we had to prove that 
whatever we changed would make it at least as good and probably better, so we had a lot of 
debate with several partners, and agreed what the objectives would be and how we would 
measure them, and we have a formal group, and this is part of the planning commission to 
actually do this work, we have a formal group that continues to meet and review what we 



said we would do and what we've achieved, and this has got independent validation on it 
[…] so we're involved, Wildlife Trust, Natural England and so a number of, so you've got a 
regulator there, you've got the partners involved, you've got us there […] so it's the partners 
but plus independent view as well sitting around the table […] He is, in this particular 
example, Professor of ecology, so he is the expert, so he was part of the design, and he's 
also part of the evidence base that we've done, or that we're doing […] Kim is doing a PhD, 
as part of the Abberton scheme, so her job is to gather the data, and then she reports into 
this group that validates that […] so we have the Environment Agency which is a regulator 
of abstraction and making sure we don't take too much water, Natural England are the 
custodians of the natural environment, so they make sure we don't destroy things […] we've 
completed the scheme and we're using it, but the part of the planning commission was for at 
least 5 years after completion, a lot of the project was creating the habitat so the birds and 
wildlife can flourish, and part of the planning commission was this group will continue to 
operate to make sure what we said we would do, we've done, and secondly that the expected 
outcomes were being delivered. (NWL5, 5; 6; 12; 13; 14) 

…the ones I'm involved in at the moment is one up at Kielder, and it’s called Living Wild, 
it's a Heritage Lottery funded project, and the Kielder partnership itself includes 
Northumberland Wildlife Trust, Forestry Commission, anyway there’s a few partners, and 
the idea for that one is to build our assets and replace a bird hide, replace bits of assets 
around, and improve the interpretation…but this project has come along and it's gonna pick 
up a new bird hide replacement, so my bit of money that I'm putting in for bird hide will be 
sort of match funding if you like, so we'll get a better value for that, but the whole objective 
I suppose for this Living Wild is actually to give added value to people coming up to Kielder 
to visit, it's to give them a better appreciation of the environment, sort of bit of subtle 
education about environmental issues, we've got various things in the, sort of in planning 
which will include, sort of getting off the main footpath and exploring what the forests, 
getting kids to actually go out and do a bit of you know just looking at things on the 
ground…(NWL3, 6) 



…we’re also involved in catchment management, so we're looking at working with different 
partners in the North Pennines AONB, in terms of, I don't know if you've come across grip 
blocking, peat grips […] all of that sediment is finding its way down into our reservoirs, and 
we're having to deal with them in terms of discolored water and high sediment, and things 
in there, so what we've been doing is working with the North Pennines AONB have got 
projects which started off as Peatscapes […] So it’s the Area of Outstanding Natural Beauty, 
it's a landscape designation of the North Pennines, there's a partnership, they’re based in 
Stanhope and the sort of the core team of people who work there, that they’re a partnership, 
and hosted by them kind of council, that they work with lots of different organizations like 
ourselves, and things […] and the thought behind that was that you know it restores the peat 
itself, and it also then reduces the production of color, color was a big issue, is a big issue 
for us and we have to add chemicals obviously to remove color, so if we are I suppose being 
sustainable, we could instead of just applying more chemicals in our treatment works just 
to try and deal with the problem, well actually we’ve looked beyond that to actually say well 
hang on what’s going on here, what can we do to try and sort this one out…(NWL3, 2) 

We've got a long-term partnership with the Tweed Forum, which is basically the, again it's 
a partnership based up in between England and Scotland, and it's the whole River Tweed 
includes the river to, sort of effective Tweed catchment, and then the catchment direct from 
NWL sits on the Tweed Forum, but that's got a quite good deliveries, it's been doing things 
like flood alleviation schemes, there has been particular hot spot issues on the Tweed where 
there's been sort of flooding issues, so we've been looking at doing some habitat work to try 
and minimize those issues […] there's a town called Selkirk which actually over this winter 
had some flooding issues, and now effectively created a whole new sort of channel profile, 
and they created more sort of space for the when the river is in full flow to actually be able 
to sort of find the storage areas, and then actually looking at the catchment, upper catchment 
as well, trying to do some tree planting and things to increase infiltration in the ground, so 
yeah there's quite a few things going on, and actually the Tweed Forum itself has been 
running for over 10 years now, and that's been a really good umbrella for doing things like 
they've been doing invasive species work, so they've been trying to eradicate, starts off with 
the Giant Hogweed, these things do actually take a long time to actually be effective, you've 
got to start at the head of the catchment, where the issues are and then work your way down, 
so they’ve done that, they’ve been doing Japanese knotweed and Himalayan Balsam. 
(NWL3, 6; 7) 



In my role I sit on the Tees committee of the Northeast Chamber of Commerce, and I'm also 
involved to a lesser degree with NEPIC, which is the Northeast Process Industry Cluster, 
Marjorie who works for me is on the NEPIC leadership team, and she also is a trustee of 
the Tees Valley community foundation, which is a Teesside based community charity, and 
I'm also involved with the Essex Chamber of Commerce, and Perry who works for me in the 
South is kind of almost a main point of contact in the South for the chamber on a kind of 
event basis, so he goes and attends a lot of events on our behalf, so in terms of partners, 
most of the business customers who we represent are either members of the NECC, or the 
members of NEPIC […] so we pay for our patronage of both the Northeast Chamber and 
the Essex Chamber… (NCL1, 1; 7) 

…so partnerships and partnership working has worked very effectively for us, mainly to 
either reach out to a new group that we haven't yet got a relationship with but that partner 
does and therefore they can talk to that group on our behalf to benefit that group, you know 
give them messages, give them education, give them funding, whatever it might be, equally 
you know we've learned a lot from partners about engagement and how to engage with 
different customers because they have that relationship already and they have that trust, so 
I always give the example in this of our Water for Health program, so this is about engaging 
young people in drinking more water for their health, particularly when they're doing sports, 
really important message, really important health message, and clearly promoting our 
product so good for us…if I had you know a big basketball player who is you know a fantastic 
sportsman who really needs water for you know kind of rehydration and for his sport and 
put him in front of the class the kids are gonna be like ohhh wow, and he said we have to do 



that and that's really important and it's really cool, you know there's just no way I'm gonna 
have that kind of impact and that for me is a really simple way of demonstrating how 
partners can bring something different and tell messages in a different way to the way that 
we can as a business… (NWL7, 5) 

…we're working with Groundwork Essex to deliver all of our events that promote some of 
our projects every summer, so they've been, so we have I mentioned the wide range of 
different projects that we carry out, the last 3 years we've been doing that as a whole town 
approach, so we pick one town like Berwick last year's I was mentioning this year's has been 
Lowestoft in Suffolk, and we deliver all of our water efficiency activity in that town, all at 
the same time over a summer, the idea being if we have a marketing campaign around it, it 
will build up high participation, high water savings, it will get kind of local feel and local 
buy in…so they'll be running a range of different events to try and increase participation 
and talk to customers and put them in contact with the right parts of the project that they 
benefit from…(NWL6, 5) 

…Branch Out is a fund that we as a company manage, and it's open to everyone basically 
in our two operating areas so it's in the Northeast and it’s in Essex and Suffolk, and what 
we're asking people to do is to submit a project proposal and it could be anything, but we 
have a set of criteria that we're looking for on there, so basically they submit a project, that 
project will get scored by an internal team, so it includes people like Sarah, she'll sit on the 
scoring board, and we decide if we're gonna fund that project or not, and the measures of 
success I suppose on that is actually looking at you know say we give them 5000 pounds for 
a project, as part of that that actually that helps them to secure some big lottery fund or 
something as well, so they might get some 95,000 pounds from the lottery, and so our 5000 
pounds would help them actually get the 100,000 pound projects, so for us it's a really good 
financial measurement and we actually we do use that quite a bit…(NWL3, 11) 



…and 55% of our people are out volunteering in work time, so that's a huge commitment in 
terms of investment in resources […] if I think about our volunteering program, so I know 
what inputs we've put into that, we’ve had 55% of our people out volunteering, and they've 
supported you know 1500 organizations… (NWL7, 4; 11) 
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