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Board Report Number: SEPA24/18 
 

Contact Management 

 
Summary: 
 
 

Successful delivery of SEPA's direction, One Planet Prosperity, 
requires greater emphasis on managing relationships.  A more 
consistent and co-ordinated approach will be needed. We are 
planning to develop a new “Key Contacts” approach for managing 
contacts. Whilst straightforward in concept, the development and 
implementation of contact management will require careful 
consideration.  
 

Risks: Poor contact management would hamper delivery of SEPA’s Strategy 
and potentially undermine stakeholder confidence. 
 

Resource and 
Staffing 
Implications: 

Having a more effective approach to contact management across 
SEPA will help us to e.g. implement our sector plans so that we are 
better utilising the existing resources we deploy in our regulatory 
work.  It will also help us to operate in accordance with one of our key 
Organisational Characteristics “Routinely interacting with regulated 
businesses through their boardrooms and executive teams and 
owners”.   
 

Equalities: 
 

Equalities will need to be considered as part of the development of the 
new approach to contact management. 
 

Environmental and 
Carbon Impact: 
 

None. 
 

Purpose and 
audience of the 
report: 
 

For information.   
Scottish Government, Agency Board and public 
 

Report Author: 
 

Jo Green, Chief Officer Performance & Innovation 
Terry A’Hearn, Chief Executive 
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Contact Management 

 
 
1. Introduction 
 
1.1 Successful delivery of SEPA's direction, including One Planet Prosperity, requires 

greater emphasis on managing relationships.  A more consistent and co-ordinated 
approach will be needed. The intention is to make it easier for stakeholders and 
regulated operators to engage with SEPA and to make it easier for SEPA staff to 
draw on these relationships in support of delivery.  We are planning to develop a new 
“Key Contacts” approach for managing contacts. Whilst straightforward in concept, 
the development and implementation of contact management will require careful 
consideration. 

 
2. Background 
 
2.1  We recognise the importance of managing relationships.  In the past there has been a 

mix of informal and formal arrangements in place around managing relationships.  
This has been supported by, for example, the past development of a Lead Contacts 
Directory.  This was an internal resource where named staff maintained knowledge of 
specific external businesses or organisations, acting as an internal go-to point of 
contact and advice for colleagues.  
  

2.2  There are already many examples of good relationship management in place in SEPA 
and we want to build on that and implement a more systematic approach to contact 
management.   Many organisations do this, supported by a Customer Relationship 
Management system.  We intend to move to this over time and are currently focusing 
on defining the roles and approach to contact management that we will need. 
 

2.3  The thinking on this approach is at an early stage.  We are looking at developing a 
system of Key Contacts.  A member of staff would be allocated a Key Contact role.  In 
general, the Key Contact role would not be onerous in terms of either time or level of 
responsibility.  The person with that role would have a co-ordinating and oversight 
role over SEPA's interactions with a company/organisation.  Other staff might interact 
with the company/organisation but the Key Contact provides oversight and ensures a 
co-ordinated approach to SEPA's interactions.  The Key Contact would act as a main 
named contact internally and externally and can e.g. help signpost the 
company/organisation to the right person to deal with a particular opportunity/issue 
and facilitate more senior level engagement with SEPA.   
 

2.4  We believe that taking this more co-ordinated approach to managing relationships 
and co-ordinating interactions will be integral to the successful delivery of our new 
sectoral approach.  
 

2.5  An example of this would be in taking a more co-ordinated approach to managing our 
relationships and interactions with regulated business in a sector. Many of the 
companies we regulate have multiple sites and different staff interact with them on 
specific aspects of compliance. Under the new sectoral approach, the Sector Lead 
would lead corporately with the sector.  They would directly build relationships at 
CEO/owner level with companies in that sector and/or facilitate that senior level 
engagement between SEPA and the company.  They would also be the main point of 
contact with sector-specific trade bodies.  
 

2.6  Specific companies in that sector would each have a Key Contact, mainly but not 
solely drawn from one of our Officers or Managers who regulate the Company at site 
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level. They would act as the main contact with SEPA and that company's 
"environment/compliance lead".  They would maintain an overview of the relationship, 
and help to identify any cross-cutting compliance issues and beyond compliance 
opportunities working collectively with and in support of other SEPA staff working at 
site level, other Key Contacts in that sector and the Sector Lead.  This approach 
would mean that we are taking a much more co-ordinated approach internally and 
externally to delivering against the direction and actions set out in the Sector Plans. 
 

2.7  The intention is to implement this new approach in a phased manner, aligned with 
priorities.  For example, one of the priorities would be to allocate Key Contacts for 
regulated business and other priority stakeholders under the new sector plans.  Work 
is also needed to ensure that staff understand these roles and how they will operate 
and have the necessary support and information to carry them out.   

 
3. Recommendations 
 
3.1  The Board is asked to note the intention to develop a new approach to contact 

management in SEPA.  The CEO will present to the Board to support discussion on 
this.   

 
 
Jo Green, Chief Officer Performance & Innovation 
Terry A’Hearn, Chief Executive 
 
17 May 2018 


