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Harwich Haven Authority is one the fi ve 
major trust ports in the United Kingdom. As a 
nationally signifi cant port we play an essential 
role in national and regional economies as well 
as in local communities.

The trust port model is unique because we 
operate commercially without any fi nancial 
support from Government and we are 
accountable to our stakeholders including port 
users, port facility operators, leisure vessel 
users, local communities and Government. 
Any profi ts that we generate are invested 
back into the business for the benefi t of all 
stakeholders, supporting our objectives to 
Conserve, Protect and Improve the Haven

for both current and future generations. The 
model also allows us to deliver high quality, 
cost eff ective services to our stakeholders.

For all of these reasons we believe that the 
trust port model best suits the needs of all 
of our stakeholders. However, we wanted 
to know whether stakeholders share those 
views, which is why we commissioned this 
stakeholder consultation survey. The survey is 
one element of a wider engagement strategy 
that is focused on seeking the views of and 
engaging with our stakeholders.

Overwhelmingly, the responses received 
supported our views on our current operating 
model – the actual detailed responses are 
contained within this paper.

I would like to thank everyone who contributed 
to the survey for the invaluable feedback and 
for their continued support of Harwich Haven 
Authority. 

Neil Glendinning | Chief Executive
Harwich Haven Authority

Introduction



3

To sustain leading standards for safety of navigation.

To deliver long term financial sustainability.

To work in partnership with others to protect and 
improve the environment within the Haven.

To be proactively engaged and work in partnership 
with all stakeholders.

To maintain a continuous focus on improving 
customer service.

To proactively develop our world class capability to 
handle future vessel and port developments.

To develop and maintain a high-performing team.

To engage with, and lead where appropriate, 
development projects in the Haven.

To explore commercial opportunities in partnership 
with others in the Haven.

To raise the Authority’s profile, communicating more 
effectively with our stakeholders.

To invest in our assets to support our strategic goals.

Our strategic objectives

Our vision

To be an exemplary trust port    

                 offering world class services, 
working with all stakeholders for a 

                                           flourishing Haven
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Stakeholder consultation  
survey evaluation at a glance

We asked stakeholders to rate a  
series of statements

Stakeholder 
responses

The needs of stakeholders are best met by an operating 
organisation that is not driven by profit and is focused on 

conserving, protecting and improving the environment of the 
Haven Ports.

98%

The Harwich Haven is an important resource that should be 
protected and improved for future generations to enjoy. 100%

I feel confident  Harwich Haven Authority prioritises the 
safety of all users of the Haven Ports. 97%

The yachting guide and tide tables issued free of charge 
by the Authority provide useful safety information for 

stakeholders using the local rivers.
100%

The operational information the Authority issues is of good 
quality and satisfies my requirements. 98%

The facilities for local and visiting leisure vessels on Ha’penny 
Pier are a valuable service offered by Harwich Haven 

Authority.
100%

The Authority’s live data feeds are a useful resource. 100%

The Authority provides opportunities for stakeholders to have 
their say. 95%

I believe that an annual public meeting provides the 
Authority’s stakeholders with a voice. 98%

I have a good understanding of the services that the Authority 
provides. 91%

The Authority’s new website provides comprehensive 
information about the Authority’s operations. 98%
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In support of our 
trust port status we 
asked...

The needs of 
stakeholders are best 
met by an operating 
organisation that is 
not driven by profit 
and is focused on 

conserving, protecting 
and improving the 
environment of the 

Haven Ports.

98% 
of stakeholders agree 

2018 we will continue 
to... 

Assess the feasibility of introducing a 
green tariff.

Publish details of the Authority’s 
environmental stewardship 
programme to all stakeholders.

2017 in support of this 
objective we... 
Achieved  the ISO 14001:2015  
Standard.

I think the Authority 
does an excellent job 

of trying to avoid 
conflict between the 
various users of the 
Haven and keeping 

everyone safe.
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The Haven is an 
important resource 

that should be 
protected and 

improved for future 
generations to enjoy.

100% 
of stakeholders  agree 

2017 in support of this 
objective we... 
Continued to support the Essex 
and Suffolk Wildlife Trust through 
membership of their organisation

2018 we will continue 
to... 

Work closely with the British Ports 
Association on environmental issues.

Improve our 2018 Yachting Guide to 
include information that supports 
our commitment to protecting and 
improving the Harwich Haven.

I had heard of Harwich 
Haven Authority but I 

was amazed at how far 
reaching their work is.

In support of our 
trust port status we 
asked...
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Do the Authority’s vision and strategic goals support 
your business objectives?

On the whole, yes… 
however they are probably 
less commercially focused 
and ambitious than would 

be those of a private 
sector port authority.

Yes, and we have found 
the discussions on channel 

deepening very useful. 

They do, and its pleasing to note that 
sustained standards for safety of 

navigation leads your renewed fi ve-year 
strategy.  Of course, this links closely to 
your very good record for Port Marine 
Safety Code compliance, which I note 

had no non-compliances through 2016.

We recognise the high quality 
services delivered by the 

Authority and believes its vision 
and strategic goals are both 

appropriate and sympathetic 
to to our business objectives.

In support of our trust port 
status we asked...
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Do you consider your business requirements are 
best met by the Authority within our current trust 

port model, which enables us to reinvest any surplus 
profi ts back into the port without paying any 

dividends to shareholders?

The current model supports 
our needs very well. 

The freedom to reinvest surpluses back into 
the organisation, ensures that the Authority 

retains strategic control of investment… 
and goes some way to demonstrate the 

overall eff ectiveness of the ‘trust port model’ 
and its ability to deliver long-term fi nancial 

sustainability.

The trust port model 
results in investment 

into the locality so local 
residents, local businesses 

and community groups 
benefi t from this 

operational model.

We are supportive of your current 
trust port model as one which 
ensures that surplus funds can 

be reinvested back into the port 
without paying dividends to 

shareholders.

We believe that the current trust 
port model provides an appropriate 
mechanism for the management of 

the harbour. The ports industry is more 
competitive than it was in the past and 

trust ports need to take this into account 
in shaping their commercial strategies.

Harwich Haven Authority has been very 
conservative in this regard in the past 

and needs to demonstrate that the 
trust port model does not impair the 

competitive position of the commercial 
ports in the Haven.

In support of our trust port 
status we asked...
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Does the quality of the services we deliver to you 
meet the demands of your business?

We always fi nd the Authority very 
accommodating and very rarely do 
we have issues.  When problems do 

arise these are handled in a swift and 
professional manner. 

Harwich Haven Authority has 
improved on their already 

very good navigational 
safety record through 2016, 
invested in the installation of 
the new VTS and maintained 

your investment in the 
environmental stewardship 

of the Stour and Orwell 
estuaries.  These are 

commendable achievements 
that link closely and support 

our own strategic drivers.

The work carried out by 
the Authority improves the 
economy and environment 
in the Harwich Haven.  The 
Authority also participates 

in emergency scenario 
planning and exercises 

with the county and local 
authorities as well as the 

emergency services.

Harwich Haven Authority is 
a welcome and key partner 
in the careful management, 

preservation and enhancement 
of the Landguard peninsula.

In support of our trust port 
status we asked...
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In support of our 
strategic objective 
to sustain leading 
standards of safety 
of navigation we 
asked...

I feel confident  
Harwich Haven 

Authority prioritises 
the safety of all users 

of the Haven Ports.

97% 
of stakeholders agree 

I feel that the Authority 
is not strict enough when 

dealing with vessels 
ignoring/unaware of 

speed limits.

2018 we will continue 
to... 
Develop leading standards of 
training in partnership with HR 
Wallingford.

Ensure cyber security provisions meet 
required industry standards.

Invest in our Vessel Traffic Services 
by upgrading our VHF radio system. 

Support our environmental response 
by refitting our work vessel Hornbill.

2017 in support of this 
objective we... 
Reduced  level 1 and 2 incidents.

Installed a new state-of-the-art  
Vessel Traffic Services’ system.
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The yachting guide 
and tide tables 

issued free of charge 
by the Authority 

provide useful safety 
information for 

stakeholders using the 
local rivers.

100% 
of stakeholders  agree 

2018 we will continue 
to... 
Implement changes developed by the 
Authority and leisure community to 
the 2018 version of the yachting guide 
and tide tables.

Explore online channels that support 
our safety of navigation objectives.

2017 in support of this 
objective we... 
Distributed 15,000 Yachting Guides 
and 20,000 tide tables booklets.

Collaborated across various channels 
with the leisure community to 
bring about improvements to our 
current Yachting guide and tide table 
booklets.

The yachting guides 
and tide table 

booklets are very 
useful. 
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Harwich Haven 
Authority meetings are 
friendly, efficient and 

cover all aspects of 
commercial operations.

The operational 
information the 
Authority issues 

is of good quality 
and satisfies my 

requirements.

98% 
of stakeholders agree 

2018 we will continue 
to... 

Review and reprint of all Pilot 
Exemption Certificate Materials.

Attend - and input into - operational 
liaison meetings with key Harwich 
Haven stakeholders.

2017 in support of this 
objective we... 
Issued 24 Notices to Mariners and two 
Port Information Notices.

Held 23 operational liaison meetings 
with key stakeholders.

Conducted an operational liaison 
meeting customer satisfaction survey.
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100% 
of stakeholders  agree 

In support of our 
strategic objective 

to be proactively 
engaged and work 
in partnership with 
all stakeholders we 
asked...

The facilities for local 
and visiting leisure 

vessels on Ha’penny 
Pier are a valuable 
service offered by 

Harwich Haven 
Authority.

2018 we will continue 
to... 
Improve security provisions on 
Ha’penny Pier, including the 
installation of a gate and CCTV.

Invest £1.1m refurbishing the 
mooring pontoons adjacent to 
Ha’penny Pier.

2017 in support of 
this objective we... 
Supported three large scale 
community events that utilised 
Ha’penny Pier.

Reviewed and installed safety 
signage across Ha’penny Pier and 
the Ha’penny mooring facilities.

Invested £340K to replace worn 
timbers and piles. Ensuring that one 
of the UK’s only surviving working 
wooden piers continues to be a 
valuable asset.

Although I don’t 
expect marina 

standards to be 
provided by the 

Authority, I would like 
to see the facilities 

improved.
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100% 
of stakeholders  agree 

In support of our 
strategic objective 
to raise the 
Authority’s profile 
communicating more 
effectively with our 
stakeholders we 
asked...

The Authority’s live 
data feeds are a useful 

resource.

2018 we will continue 
to... 

Improve sensors which will enable 
us to increase the frequency of data 
updates.

2017 in support of this 
objective we... 

Invested in new systems to ensure our 
data is fully accessible to stakeholders.

As a local sailor I 
regularly use the 

Authority’s live data 
resource before I take 

my boat out.
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I always find it easy to 
communicate with Harwich 

Haven Authority - and I 
regularly contribute to 

social media stories that 
they post.

The Authority provides 
opportunities for 

stakeholders to have 
their say.

95% 
of stakeholders  agree 

2018 we will continue 
to... 
Develop and deliver an employee 
engagement and communications 
strategy.

Monitor employee engagement by 
undertaking an annual engagement 
survey. 

2017 in support of this 
objective we... 
Installed a feedback mechanism on 
our website that allows stakeholders 
to have their say.

Sought the views of stakeholders via a 
customer satisfaction survey.
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I believe that an 
annual public 

meeting provides 
the Authority’s 

stakeholders with a 
voice.

98% 
of stakeholders  agree 

Whilst aware of 
the Authority I was 

not aware of the 
scope. This was 

most interesting. 
Thank you for a  very 
informative meeting.

2018 we will continue 
to... 

Engage with our stakeholders at 
our annual public meeting, which is 
planned for June 2018.

2017 in support of this 
objective we... 
Held our first public meeting which 
was attended by more than 70 
stakeholders.
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I have a good 
understanding of 

the services that the 
Authority provides.

91% 
of stakeholders  agree 

2018 we will continue 
to... 
Develop and deliver regular social 
media campaigns to support our 
business objectives.

Review and update website content 
to ensure it remains fit for purpose.

Develop new publications that outline 
our services in an clear and easy to 
understand format.

2017 in support of this 
objective we... 
Conducted regular social media 
campaigns to promote our services to 
a wider audience.

Developed our new website to 
provide stakeholders with a deeper 
understanding of our services through 
mediums such as video.

It would be great to 
have more open days 
so as a local resident 
we understand more 

about your role.
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The Authority’s new 
website provides 
comprehensive 

information about the 
Authority’s operations.

98% 
of stakeholders  agree 

2017 in support of this 
objective we... 
Launched our new website, which 
went live in March 2017. Since its 
launch we have seen a 500% rise in 
visitor traffic. 

2018 we will continue 
to... 
Review and improve the website’s 
content to ensure it is fully aligned 
with the needs of both our business 
and stakeholders.The Authority’s new 

website is an excellent 
resource and I find it a 

useful tool to keep up to 
date with what’s going on 

in the local community. 
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In response to – and supporting – the second 
edition of Modernising Trust Port (MTP), 
which called for a general improvement in 
openness and accountability in the way trust 
ports conduct their business we surveyed 
our identifi ed stakeholders groups during 
October 2017.

Our survey asked stakeholders to rate a series 
of statements using a Likert scale. An option 
to provide qualitative feedback was also 
included into each question.

In excess of 550 stakeholders were contacted 
using direct mail, which was supported by 
an indirect campaign conducted via our 
website and social media platforms. Response 
rates to our call to complete the survey 
across our stakeholders groups was 37%. 
Industry response rates for any customer 

feedback survey is in the region of 20-30% 
so we feel confi dent that we have robust and 
representative data. 

The response scale to all statements and 
questions contained within this survey 
included a neutral response option. 

It is our view that most responders will select 
the neutral option if they believe the question 
is not relevant to them.

Where it has been appropriate to respond 
to a neutral option these responses have 
been included – otherwise they have been 
discounted.

Survey Methodology
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