Delivering for
Scotland 24/7

Water New Zealand Conference 2017

Ken Hutchison

Managing Director
Scottish Water
International

Putting
customers first

S"ﬁ Scottish
| —— ?twesfm i



Customers

at the heart
of our business

How Do You
Truly
Put the Customer
at the
Heart of Your
Business?
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Our vital role

< Over 5million customers

< over 1.3 billion litres of water every day

< 2.49 million households

<« 152,000 business premises

o 244 water treatment works

<« more than 1800 waste water treatment works

<« over 30,000 miles of water pipes

< £1.2 billion turnover

< Around 3,800 people w Scottish
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Key goals

- To improve our Customer Service

* To deliver a £3.5 billion Capital Investment
Programme across Scotland

* To continue to run the water industry as
efficiently as possible
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A long history
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More recently

Pre 1996

Owned and operated by 12
municipalities across Scotland

In 1996 merged into three regional water
companies — NSWA, WSWA & ESWA

Became single national Water Utility
serving entire population of Scotland
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Scottish Water : Primary objectives

« Scottish Water created by merger of three regional
authorities

« Reduce operating costs by 40%
« Deliver £2.3 billion investment for £1.8 billion
« Improve every performance measure including

Customer Satisfaction
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There was lots to do...
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Transformation: When you get it right
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Customers

at the heart
of our business

So....
What has Scottish
Water Done
to Truly
Put the Customer at

the

Heart of

Its Business?
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Customers
at the heart
of our business

1. MAKE IT
IMPORTANT
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Setting the Direction




Trusted to care for the water on
which Scotland depends
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Our strategy & Our plan

water and

Your future ices
=] ttish waste water sew-lcec
< ScO > eqic Projections
Water Strated
e e o

e Strategic Direction to 2040
e Customers at heart of process

e Informed by extensive
customer engagement
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Build the Plan with the Customer

[ cust®mer fgrum ]

Customer Engagement Strategic Direction NEETR )

Programrﬂw _ 25 Years Business Plan
' 6 Years

Current Performance
Root Cause Analysis
Benchmarking
Brand Tracker




CUSTOMER PRIORITIES

High

CUSTOMER

PREFERENCES

Internal sewer flooding

Long term interruptions External sewer flooding
Drinking water quality Short term interruptions Jif Bathing water qualit
Discolouration River Water Quality
Taste & odour Low Pressure
Visible leakage WWTW Odour
CUSTOMER ‘ Env pollution
PRIORITIES v N SCOttlSh
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Acting on customer insight

Customer research and insights have helped inform
circa £470 million in Capital Investment

Sustaining
existing
high
service

Financing
our
services

Improving our Services

Business Plan Sections

Supported by -. SEPA /DWQR
Customer Sl Requirement

Forum

Capital
Maintenance

Operating
Costs

Government

£467m £218.9m £615.6m 17.5 £280/p.a.

y: =7 £352.5/p.a.
(36%) 163 ) (£1,680)

(£2,115)
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Average
Water and Sewerage Companies household bill H ouse h 0 | d C harg es
for 2017/18

South West Water £491
Wessex Water £470

Welsh Water £439 LISTEN TO
United Utilities £419
Anglian Water £419 WHAT THE

Southern Water £418 CUSTOMER Is
England and Wales Average £395 WI LLI NG

Northumbrian Water £390
Thames Water £374 To PAY
Yorkshire Water £373
Scottish Water £357
Severn Trent Water £341
o Discovertatercmsik published average dharge. B« Scottish
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3. THINK
SERVICE RISK

PREDICT & PREVENT

IMPROVE RESILIENCE
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Our Journey to Service Risk Management

i Moved to an asset
b'\ﬂﬁgéfsnﬁgﬁ% stewardship approach Shift to service risk
historic expenditure based on assumed management
asset life
S V. )
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Customers
at the heart
of our business

4. ENGAGE,
ENERGISE
& ENABLE

EMPLOYEES
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OPERATIONS

ASSET
MANAGEMENT

CAPITAL
INVESTMENT
DELIVERY

Trusted to care for the

water on which
Scotland depends

LEADERSHIP :

BUT
CHANGE
THE
LANGUAGE
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VIRTUOUS
LEADERSHIP
CYCLE
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Scottish Water : A clear vision










‘l am’ Scottish Water’

e Our People ARE Scottish
Water in their Communities

e Behavioural training

e ‘Your Voice’ feedback

e Volunteering Programme
e Education Programme

e Support of WaterAid

e f‘Rant ‘n’ Rave’ feedback
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hanging face of service delivery.... ¢t rONTerave 33/
| o Bk (A |

. !
Top Talking Points P — \

Category Insights
Customer Journey 23071 I

[ JP T A A

tion Raveometer Cu Overall Satisfaction League Table Top Talking Points SWOT
59% I 20% SR_Type Group ~ # 5. # T. v~ Category Insights
6.2 Sewer Flooding 64 2745 I People 4224
. Su4 I Water Supply 6.1 1960 I Customer Journey 3823
Septic Tanks HH 62 1140 . Timescales 2254
9% I Water Repairs 62 722 I Operational Work 864
Score EEmmmmmm Communication 670 O

BEU 57 213

7 Q) Dgke I | scores | commens |
1

2.2Knzgns  +447526009008 7
e +447836299543 7 Because my query was attended to extremely promptly and your employee who came ou...
7 Because the gentleman was very good, when it came late at night and cleared everything... 7
. 441698200517 5 | was given 5 because | really don't know.
mestzlen oo GENETAl Service
most pas e People Manner 441997421684 7 Fast service. The workman came out so quick they did a super job and they were so polite... 7
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On most Indicators, we are at our Highest Level since the Start
100

90 / - i )
80 === Job Satisfaction
/ . .
20 7 . . —Motivation
//_/ /\-———' Employer Satisfaction
60 / / Commitment

Advocacy
50
yd - Pride
40 ~ Engagement
30
20 04 06 07 708 10 11 412 13 15 » o Scottlsh
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Customers
at the heart
of our business

5. YOUR
PARTNERS
ARE
‘YOU’
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‘We Are Scottish Water’

Customer Impact
Assessments

Real Community Input

‘Head Above the Parapet’
Communication

‘Make It Easy’
Communication Channels

tSee it like a Customer’ Site
Audits

‘Grow up with Engineering
Projects’

‘SWELFIES’
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Customers
at the heart
of our business

6. IF ITS
MEASURED
IT WILL
BE MANAGED
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Scottish Water is run by 4 KPlIs

OMD
OPA"

CUSTOMER FOCUSED
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Quantitative Component Qualitative Component

Service issue contacts Customer experience surve
(including email/social media) x 0.5 P Y D
continuous survey with customer

All lines busy and
calls abandoned

Regulator upheld
complaints

Quantitative Score
(Out of 50)

- CcMm,

contacts where work is required

N

No experience, no contact
conducted by You Govon a

quarterly basis

Experience, no contact
conducted by You Gov on a

quarterly basis

Qualitative Score
(Out of 50)
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OPEX

“High Cost &
Low Quality
Service”
132 OPA Points

63% Customer
Satisfaction

Key achievements

achieve an OPA
score above 390,

90% Customer
Satisfaction

“Low Cost &
High Quality



Retail (non-food)
Retail (food)
Leisure

Automaotive

Services

Tourism

Insurance

Banks & bullding societies

Telecommunications

Public services (local)

Trans port

Public services (national)

50

UKCSI scores by sector

UK

Customer Service
Index

&0 7o BO S0
. 823.1 .
BO. %
BO.5
B0.2
20.0
78.9
FE.1
73.3
F2l.B
7.5
71.9

Utilities A— & 9.0

Ut

Target

lities
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Customers

at the heart

of our business " 7. MAKE IT
EASY
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Developing new channels...




Customers
at the heart
of our business

MULTI-CHANNEL ACCESS
* Personalised Call Handling
* E-mail
» Social Media
e Instagram
« Twitter
» Facebook
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Changing Customer Behaviours

MEDIA
CAMPAIGN

Keep the water cycle running smoothly W< Scottish

— Water
Available on our website — a great watch! Teitad to serve Scotlond



Customers
at the heart
of our business

TAKE AWAY
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FBOs

N Scottish
- Water

Trusted to serve Scotland



* MAKE IT IMPORTANT

Customers

at the heart I X * LISTEN AND ENGAGE

of our business

* MAKE IT THEIR STRATEGY

* ENGAGE YOUR EMPLOYEES

« MAKE YOUR PARTNERS ‘YOU’

« MEASURE IT...THEN MANAGE IT
* MAKE IT EASY
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Best ever customer service High quality water maintained Best workplace

Highest ever Customer Experience More than 99.91% of tests at ‘Best workplace in Scotland’
Measure score and lowest level of customers’ taps pass stringent award and Scotland’s
written complaints quality standards, equalling our ‘Fair work Employer 2016’

best ever result

Trusted by customers Value for customers Major investment
Scotland’s water sector is the most Our average household charge Invested £627 million
trusted by consumers, according to remains £38 below England and improving services and supporting

Which? Consumer Insight Report Wales average the economy



SCOTTISH WATER'’S 2021+ STRATEGY

| ’ y 7
 Become Closer
. « Enhance Employee service
Ag k excellence
. P - Deliver Individual (and
&" Community) tailored
o ) experience
* Focus on Optimising our
TRUST =1Intimacy + Credibility + Reliability Service (enabling technology)
Self Orientation
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WHEN THE CUSTOMER
IS IN
YOUR PEOPLE’S HEARTS
IT WILL BE IN THE
HEART
OF
YOUR BUSINESS
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Putting

customers first

Delivering for
Scotland 24/7
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