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It’s a scary situation – 
digging up your drive, 
costing you hundreds 
of pounds to find 
your leak.

It’s scary if you have 
a leak because it is 
a black box and you 
don’t understand it.

We use contact data and results from external and internal customer surveys to 
identify areas of improvement. 

One such area was customers contacting us about a leak on their supply pipe. 
We were experiencing low SIM1 survey scores in the area of household customer 
leakage and despite making incremental changes to this customer journey over the 
last few years which has seen our scores for this contact type increase gradually 
from 4.10 (out of 5) to 4.21, customers were still telling us that they were dissatisfied 
with their experiences. The key issues were that the process was complicated and 
felt like too many people were involved, that they had to repeatedly ring to provide 
updates as they were worried they were not going to get their contribution or 
allowances if the leak was not fixed in the timescales and the literature contained in 
our leakage packs was not that helpful.

In order to explore these issues further we held Co-Creation workshops with 
customers alongside South West Water staff to hear firsthand how we could improve 
the experience for them. The Co-Creation sessions were made up of a cross section 
of customers who had experienced a leak on their supply pipe and customers who 
had either had a very positive or negative experience.

The purpose of the Co-Creation sessions was to convene a group of customers 
to bring them in on re-designing the customer leakage journey. In the sessions 
customers were taken through the current customer journey maps and they 
highlighted to us where they had issues and concerns. They described how parts of 
the journey made them feel. They also described what they wanted to happen and 
the levels of service they would have expected.

1   In 2010 our regulator OFWAT introduced the Service Incentive Mechanism (SIM) customer survey to replace 
existing performance assessment measures and to encourage water companies to improve their overall customer 
experience. The SIM is a regulatory tool that uses financial penalties and rewards to drive improvements and 
tracks customer experience within the water sector.

  We are constantly looking at how we can improve  
  the service customers experience when they contact us.   
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The proposed revised customer journey
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Following the Co-Creation sessions we re-designed the customer leakage 
journey using the action points and ideas from the participants.

Customer Leakage Customer Journey

 The aim was to empower customers  to create a new customer journey  
alongside South West Water staff that met their expectations.

A number of action points were elicited from the sessions:

• Customer expectations are 
increasing - they want to be 
supported through the customer 
leakage journey and help manage 
their time better

• The customer must be made 
to feel like a customer, not 
a problem

• If a customer insists there is a 
leak, believe them - trust what 
the customer is saying

• If customers are struggling 
financially to pay for the bill and 
the repair – can we do more 
to help?

• Bill information should be 
presented in a colourful and 
graphic way showing trends 
of water usage and offer 
some analysis

• Soften the language in the 
literature – make it more 
customer friendly

• There is a need to co-ordinate all 
elements of customer experience 
across the different teams

• The experience should be 
seamless and brand values 
should be delivered across and 
between all touch points

• Staff need to be knowledgeable 
about the entire journey

• A phone call prior to a large 
bill arriving on the customer’s 
doormat to explain they may 
have a leak should be made 
from the Leakage team not the 
Accounts team 
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I really appreciate that South West Water have come 
back to me and asked for my feedback.

The process is more 
personal and it makes 
me feel that South 
West Water care.

It’s positive and 
reassuring. It’s great 
that you would keep 
my bill and call me first.

I would have absolutely 
been more satisfied by 
this process.

  SIM score 4.76 for   
  customer leakage contacts   
  

It was important for us to retest the new material and 
journey maps with the participants before implementing 
across the business. At this session, customers told us: 

As a result, we’ve now:

• Increased the number of leaks we proactively identify 
by reviewing any bill where we believe there may be 
higher than normal water usage, contacting those 
customers to offer assistance, ensuring they are not 
shocked by receiving an unexpected large bill

• Introduced additional assistance measures for 
customers in vulnerable circumstances

• Increased the number of outbound calls we make 
to customers with leaks, preventing the need for 
those customers to contact us, and providing advice, 
support and reassurance

• Extended the working hours of our leakage team.

Since implementation we have seen our latest SIM score 
increase to 4.76 for customer leakage contacts, and 
the number of leakage calls answered in less than 60 
seconds increase from c 30% to c 65%.
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 Customer feedback has been positive 

I want to thank everyone who 
has helped with my leak and 

leak allowance. Everyone has 
been very helpful and I am 
delighted with the service.I feel I must put pen to paper to 

congratulate you on your first 
class service following a leak on 
my supply pipe. Thank you for 
a very professional service with 
personal touch.

Thank you so much for your 
excellent service. I had a message 
on my phone to tell me that I had a 
leak problem and the two men who 
came out to the house were really 
helpful. The plumber has just left 
and I hope that the problem has 
now been sorted. I cannot praise 
South West Water enough.

I am really happy with the proactive 
service and frequent contact, 
everyone was really polite and helpful 
throughout the process.

I had previously heard bad things 
about South West Water but 
from now on I will be sharing this 
positive experience. 

Mr G got in contact to pass on his 
thanks. He just received a text with 
the allowance details and his mother 
is very relieved that the ordeal is 
over as she was very concerned 
about her bill.

I am really impressed with South West 
Water for taking this line of approach to 
large bills, and everyone involved has 
been helpful and professional. I found the 
process to be really helpful as ‘it would 
have upset my brother’ had he received 
the bill – he is confused easily and it 
would have caused distress. I am really 
happy you called me to deal with it.
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