
Scottish Water Additional Information – 5 February 2009 

Further to our recent discussions, I am pleased to provide the additional information as 
requested.  

1.    Customer Service Internal Targets 

The Scottish Water Code of Practice outlines the services we provide to our customers and our 
guaranteed standards of service.  It also advices our customers on how to contact us if they have 
a question or complaint.   Our Code of Practice is available on the Scottish Water web site 
(http://www.scottishwater.co.uk) and I attach PDFs for your information. Our guaranteed service 
standards are summarised on page 31.  

We report quarterly on our performance to Waterwatch Scotland.  

In addition to the quantitative measures in our Code of Practice, we continually assess the quality 
of the service we provide to our customers.  Richard Ackroyd outlined the general and 
transactional surveys that are independently conducted on behalf of Scottish Water when he 
gave evidence to the Committee on 2nd December.  We would be very happy to provide full 
details of this research and the results to the Committee if they would be interested.   

We assess how we handle the written and telephone contacts we receive to our Customer 
Service Centre in a number of ways:  

• We regularly audit a sample of our written responses to complaints, using a matrix which 
evaluates and scores the letters issued.  The complaints handling team are given a target 
score as part of their individual performance objectives. .  

• The quality of the conversation we have with customers when they call our Customer 
Service Centre is measured using electronic evaluation forms that are part of the call 
recording application implemented in January 2008. Targets are set for this and included 
in staff objectives.  

• We assess the quality of data that the call handlers record during their conversation with 
our customers.  Targets are set for this also and are included in staff objectives.  

• In addition to the independent transactional survey mentioned above, we conduct daily 
“Close the Loop” surveys.  Our Customer Service Centre call customers who have 
contacted Scottish Water within the previous 4 – 6 weeks to evaluate the quality of their 
experience from their first telephone call to us through to the resolution of the problem.   

2.    Complaints about Seafield Waste Water Treatment Works 

The table below shows the total number of complaints made monthly to Scottish Water, City of 
Edinburgh Council and Veolia Water, who operate the Seafield WWTW.  These complaints are all 
about odour.  We have not received a complaint about a non odour related issue at Seafield over 
the last two years.   
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3.    Complaints Procedure

There are three teams within Scottish Water dedicated to complaint investigation and resolution, 
currently consisting of 23 people and costing around £670k per annum.  In addition to the 
dedicated team, other personnel across Scottish Water will be involved in the resolution of 
individual complaints affecting their particular area of the business.  

  

While writing I would like to take the opportunity to clarify two small points in the transcript of the 
Committee meeting of 2nd December.  

•         Col 1135:  The text should read ‘This year, executive directors, who come under the 
public sector pay policy, got no increase at all...’. 

•         Col 1152: The text should read ‘When we sent our first plan to the Water Industry 
Commission for Scotland this year...’.  

I hope the above information is helpful.  Please do not hesitate to contact me if you would like 
further detail on any of the above or of you would like me to put this information in letter format.  

Yours sincerely 
  
Judy 
 


