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 Our Vital role  
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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 

 



 



Their strategy & Their 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 



 
OPERATIONS: CHANGING THE FACE OF SERVICE DELIVERY… 

 



 
OPERATIONS: CHANGING THE FACE OF SERVICE DELIVERY… 

 



 
 If its Measured it gets managed 
 



Keep the water cycle running  smoothly 

MEDIA  

CAMPAIGN 

Changing Customer Behaviours 

Available on our website – a great watch! 
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THANK 

YOU! 




