Ken Hutchison

Managing Director
Scottish Water
International

Delivering for

Scotland
24/7

Putting customers

our Customers first
to ensure they get the service
they want......and deserve.
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Agenda

Customers S @ . Oyr Vital role
at the heart e

of our business

= Engagement
» Strategic
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Scottish Water : 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
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Trusted to care for the water on
which Scotland depends

Growmg Leading




Their strategy & Their plan

Your future water and

. ter services
Scottlsh waste wa rol‘_\:\.\or 3
—Water Strateglc 1)
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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
Programme

Strategic Direction Near Term

25 Years Business Plan
6 Years
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Current Performance
Root Cause Analysis
Benchmarking

Brand Tracker




CUSTOMER PRIORITIES

High

Medium

CUSTOMER

Internal sewer flooding
PREFERENCES

Long term interruptions External sewer flooding
Drinking water quality Short term interruptions W Bathing water qualit
Discolouration River Water Quality
Taste & odour Low Pressure
Visible leakage WWTW Odour
Env pollution
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OPERATIONS: CHANGING THE FACE OF SERVICE DELIVERY...
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OPERATIONS: CHANGING THE FACE OF SERVICE DELIVERY... ¢ roNterove

o

atisfaction Raveometer Overall Satisfaction League Table Top Talking Points SWOT
SRTypeGroup ¢ 5. ¢ TV Category Insights
Sewer Flooding 64 2745 I People 4224
Water Supply 61 190 I Customer journey 3823
Septic Tanks HH 62 1140 I Timescales 2254
Water Repairs 62 722 I  Operational Work 864
BEU 7 213 EEmEm  Communication 670 (@)

7 4k 30 5K zopics Customer_Telephone.... Comments
1
L]

2. 2Krsgs  +447526009008

ltems

+447836299543 7 Because my query was attended to extremely promptly and your employee who came ou...
A‘\N\/VM\A 7 Because the gentleman was very good, when it came late at night and cleared everything... 7
441698200517 5 lwas given 5 because | really don't know.

mestzien oo GENETal Service
mozsozmie PEOplE Manner 441997421684 7 Fast service. The workman came out so quick they did a super job and they were so palite.. 7

moznezanve |SSUE Resolution
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If its Measured it gets managed

Quantitative Component Qualitative Component

)
50 (1 Jj continuous survey with customer

contacts where work is required

Service issue contacts Customer experience surve
(including email/social media] 0.5 P ! |E

All lines busy and
calls abandoned

No experience, no contact
conducted by You Govona

quarterly basis

Regulator upheld 2 0 ‘y Experience, no contact
complaints ') conducted by You Govona

quarterly basis

Quantitative Score Qualitative Score
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Changing Customer Behaviours

MEDIA
CAMPAIGN

Keep the water cycle running smoothly “ Scottish

o Water
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Available on our website — a great watch! R e



CEM
Customer
Perception

Customer
Strategic
Engagement

Operational
Customer
Insight

High Medium Lower

Long term interruptions Sewer maintenance River water quality
to water supplies Customer service Iron works/Covers
Drinking water quality Carbon emissions Low pressure
Internal | flooding Business price issues Communication
External flooding Taste and odour Odour
Short term interru ptions Pollution incidents
Visible leakage Bathing water quality
Discolouration

What the world thinks

Other
Insight

Capturing customer
Insight



Delivering for I o U !

Scotland 24/7
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