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Deliver consistently 
high levels of service 

AIM

Our measures

Highlights

Read more from page 24
• High level of customer satisfaction 

with their water service
• Complaints at lowest level for 

three years

Measures Performance in 2017/2018

Customer satisfaction 
with their water service 92.0%

2017: 92.3%
Target: 90.0%

Service Incentive 
Mechanism (SIM) score 78.7 points

2017: 79.6
Target: 86.8

Number of complaints 
(per 1,000 properties) 9.8

2017: 11.3
Target: 7.0

Ofwat’s key measure of customer service is the 
Service Incentive Mechanism (SIM). What are the 
main reasons why the SIM score is not as high as 
it should be?

We recognise elements of our service are not currently 
where we want them to be. This is partly because our 
online service does not offer everything it needs to and 
also our processes need changing to put customers at the 
heart of how we operate.

We are now at the start of a two-year programme which 
is specifically aimed at improving the experience our 
customers will receive. We are fundamentally changing 
a lot of what we do, upgrading many systems and heavily 
investing in our employees and their development.

What have you been doing over the last year to 
improve customer service in your department?

Quite simply we have focused on the foundations of 
achieving outstanding service: staff training and support 
to help them better serve our customers’ needs, robust 
planning and resource management to ensure we are 
available when customers contact us and process 
improvements so our customer experience becomes 
effortless and obstacles are removed.

All of this means we have:

• Achieved our highest regulatory customer satisfaction 
score in the past three years

• Reduced complaints by over 20 per cent

• Increased the number of customers receiving financial 
support by 38 per cent

• Increased our call answer rate by 57 per cent so we’re 
now answering over 90 per cent of all calls in 30 seconds

• Reduced our outstanding customer queries by an 
average of 75 per cent.

What is your aim for the service that customers 
will receive in the future?

Our customer service vision is:

• To put the needs of our customer at the heart 
of everything we do

• To get it right first time, every time

• To treat our customers fairly

• To go above and beyond what is expected.

We want to become the industry leader for customer 
satisfaction, as well as increase awareness of the extra 
support we can offer by being more visible in the 
communities we serve.
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Dan Lamb, Head of Retail Services, 
joined the Company in 2017 

We are now at the start of a two-year 
programme which is specifically aimed 
at improving the experience our 
customers will receive and we are 
fundamentally changing a lot of what  
we do.
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