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retailers, brokers

and customers
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Why did the
market open?
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Has it been a

success?
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What must we
improve?
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Key account management
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Handling complaints/queries
Billing

Water efficiency

Leakage
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“Accurate bills
and great
customer service”

“Retatlers’ service to
customers Ls worse
thaw that pre\/ioung
offered by

wholesalers’
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‘l Billing errors ® Lack of innovation °)
® Market undermined ® Non-payment

B Retail margin B SMEs /

® Operational teething issues ® Wholesaler performance
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It takes o long time to get gap sites and SPIDs correctly
Loaded due to lack of Rinowledge on the retatler side”

“Poor quality of data on CMOS - assuming that is the
true reason why the retailers billing is so poor”

‘Appalling billing and customer service standards of
virtually all the retailers. Utterly woeful”




The lack of standardisation in wholesale charges

The retail margin

Service to SME customers

Lack of innovation

|||| |

Lack of focus on service

Wholesalers being slow to adapt their mindset

Lack of clear processes for retailers and wholesalers to interact

'Confidence in the market being undermined
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_,  Wholesaler-retailer collaboration

Nt

Billing system implementation

Quality of CMOS data

Customer engagement

Customer awarenes
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-~ FRASER

SINCE 1849
+ 11 SITES e

- SWITCHED TO: business stream

A SCOTTISH WATER

our sustaiwabiti‘cg WLEASUKES Are
extremely Lmportant to us as a
business and as a key player in the
retail sector we have a respowsibui‘cg
to try and idewtifg creative
solutions to manage these issues o4
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David (oyd

— CLUBS —
« 84 SITES

. swirchenTo: WOIF€r [ us

with you every drop of the way

The freedom to choose a single water
company has created a range of
benefits for our business, tncluding
cost and efficlency savings, as well,
as consolidated billing across most
of the estate 4
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' Interview: Lord Redesdale and Jacob Tompkins, The
Water Retail Company

“We don't want to be massive and
25/01/2017 Share: [{j s © [CEEEY o vl Like 0 | @ Share JIRT V\/La he a LDad 0{ V\/{.DV\;E% bH,t
B i B toide o s sttt bttt sl estrpsi i Sac‘fiﬁ% the service to customers

in the utilities industry — Jacob Tompkins, currently managing director of Waterwise, and Lord Rupert

Redesdale, Liberal Democrat peer and chief executive of the Energy Managers Association. a V\/d th e Wate Y e‘fﬁo‘i’e V\IOH 'P a Y‘t”

“We are interested in pushing
water efficiency across all
businesses”
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CONSOLIDATED
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« TEETHING ISSUES - BILLING IS A PRIORITY
« SWITCHING ON THE RISE, BUT SLOWLY
* RAISE AWARENESS OF THE BENEFITS
« SET A BENCHMARK FOR FUTURE MARKET OPENINGS _
o
« THE MARKET MUST BENEFIT CUSTOMERS
Y O v
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