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How Do You 

Truly  

Put the Customer 

at the  

Heart of Your 

Business? 



A Case Study  



Our vital role 

over 5 million customers  

over 1.3 billion litres of water every day 

2.49 million households  

152,000 business premises 

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 

 



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 

 

 



Scottish 

Water 

Scottish 

Government 

Scottish 

Ministers 
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Commission 

for Scotland 
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Citizens 

Advice 

Scotland 

Scottish 

Environment 

Protection 
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Drinking 
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Customer 
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A long history 



More recently 

Pre 1996 
Owned and operated by 12 
municipalities across Scotland  
 

Then….. 
In 1996 merged into three regional water 
companies – NSWA, WSWA & ESWA  
 

In 2002….. 
Became single national Water Utility 
serving entire population of Scotland 
 
 

 

Scottish 

Water 

  



   
• 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 

        

   Scottish Water : Primary objectives 



There was lots to do… 



Headlines 2002 



2002 2006 2010 2040+ 
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2015 

FOLLOWING LEADING Setting the  

Frontier 

The Journey 

Scottish Water England & Wales 



  Transformation:  When you get it right 



 So…. 

What has Scottish 

Water Done  

to Truly  

Put the Customer at 

the  

Heart of  

Its Business? 



1. MAKE IT 

IMPORTANT 



“The best way to predict the future is to invent it !” 

Alan Kay 

Setting the Direction  





2. MAKE IT 

THEIR 

STRATEGY 



Our strategy & Our plan  

• Strategic Direction to 2040 

•  Customers at heart of process 

•  Informed by extensive 
customer engagement 



 
 Build the Plan with the Customer 
 

 

 

Current Performance 

Root Cause Analysis 

Benchmarking 

Brand Tracker 

Customer Engagement 

Programme 
Near Term 

Business Plan 

6 Years 

Strategic Direction 

25 Years 

 



High 

 
Internal sewer flooding 

Long term interruptions 

Drinking water quality 

 

Medium 

 
External sewer flooding 

Short term interruptions 

Discolouration 

Taste & odour 

Visible leakage 

Env pollution  

Low 

 
Bathing water quality 

River Water Quality 

Low Pressure 

WWTW Odour 

CUSTOMER PRIORITIES 



Investment Categories 

Business Plan Sections 

Customer Inputs 

Customer research and insights have helped inform 

circa £470 million in Capital Investment 

Acting on customer insight 



Household Charges 

 

LISTEN TO  

WHAT THE 

CUSTOMER IS 

WILLING  

TO PAY 

 



3. THINK  

SERVICE RISK 

 

PREDICT & PREVENT 

 

IMPROVE RESILIENCE 



Asset Customer 

Maintenance 
budgets using 

historic expenditure 

Moved to an asset 
stewardship approach 

based on assumed 
asset life 

Shift to service risk 
management   

Our Journey to Service Risk Management 



4. ENGAGE, 

ENERGISE  

& ENABLE 

EMPLOYEES 



LEADERSHIP : 

 

CUSTOMER  

SERVICE DELIVERY 

CUSTOMER 

CAPITAL 

INVESTMENT 

STRATEGIC 

CUSTOMER 

SERVICE 

PLANNING 

OPERATIONS 

 

CAPITAL 

INVESTMENT 

DELIVERY 

ASSET 

MANAGEMENT 

 

 

BUT 

CHANGE  

THE  

LANGUAGE 

Trusted to care for the 

water on which 

Scotland depends 



Performance Performance 

VIRTUOUS 

LEADERSHIP 

CYCLE 



 
 

Scottish Water :  A burning platform 



 
 

  Scottish Water :  A clear vision 







    ‘I am’ Scottish Water’  

• Our People ARE Scottish 

Water in their Communities 

• Behavioural training 

• ‘Your Voice’ feedback 

• Volunteering Programme 

• Education Programme 

• Support of WaterAid 

• ‘Rant ‘n’ Rave’ feedback 

 

 

 



 
Changing face of service delivery…. 

 



Employee Engagement: Your Voice Survey 

 The  Journey Together since 2004 

On most Indicators, we are at our Highest Level since the Start 

‘04 ‘06 ‘07 ‘08 ‘10 ‘12 ‘11 ‘13 ‘15 

35 



5. YOUR 

PARTNERS 

ARE  

‘YOU’ 



Investment  

Craignure 

Aberdeen 

Shieldhall Glasgow Flooding Scheme 

   Digging Up Things…May be the ONLY time the customer notices you 



 

• ‘We Are Scottish Water’ 

 

• Customer Impact 

Assessments 

 

• Real Community Input 

 

• ‘Head Above the Parapet’ 

Communication 

 

• ‘Make It Easy’ 

Communication Channels 

 

• ‘See it like a Customer’ Site 

Audits 

 

• ‘Grow up with Engineering 

Projects’ 

 

• ‘SWELFIES’ 

 

 

 



   Communication is Key 



6. IF ITS 

MEASURED  

IT WILL  

BE MANAGED 



   Scottish Water is run by 4 KPIs 

OMD 





Performance: Costs and service 

“High Cost & 

Low Quality 

Service” 
“Low Cost & 

High Quality 

Service” 

2017 2002 

132 OPA Points 

63% Customer 

Satisfaction 

£480m 

OPEX 

 

 Consistently 

achieve an OPA 

score above 390,  

 

90% Customer 

Satisfaction 

40% OPEX 

cost 

reduction 

Key achievements 



UK 

Customer Service 

Index 

Utilities 

Target 



7. MAKE IT 

EASY 



Developing new channels… 

For the benefit of our customers 



MULTI-CHANNEL ACCESS 

• Personalised Call Handling 

• E-mail 

• Social Media  

• Instagram 

• Twitter 

• Facebook 

 



Keep the water cycle running  smoothly 

MEDIA  

CAMPAIGN 

Changing Customer Behaviours 

Available on our website – a great watch! 



TAKE AWAY 



FLASHES  

OF THE 

 BLINDING OBVIOUS! 

 

FBOs 

 



• MAKE IT IMPORTANT 

• LISTEN AND ENGAGE 

• MAKE IT THEIR STRATEGY 

• ENGAGE YOUR EMPLOYEES 

• MAKE YOUR PARTNERS ‘YOU’ 

• MEASURE IT…THEN MANAGE IT 

• MAKE IT EASY 

 

 





SCOTTISH WATER’S 2021+ STRATEGY 

• Become Closer 

• Enhance Employee service 

excellence 

• Deliver Individual (and 

Community) tailored   

experience 

• Focus on Optimising our 

Service (enabling technology) 

 

TRUST  = Intimacy + Credibility + Reliability 

                                Self Orientation 



WHEN THE CUSTOMER  

IS IN  

YOUR PEOPLE’S HEARTS 

……. 

 IT WILL BE IN THE 

HEART  

OF  

YOUR BUSINESS 



THANK 

YOU! 




