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11 May 2007 
 
 
Dear Laura 
 
Customer Service Reward Scheme 2007 

I attach United Utilities Electricity’s (UUE) application for the above. 
 
As required, this covering letter explains the corporate structure. Please find attached a 
diagram showing the United Utilities (UU) structure. 
 
UU owns and operates the electricity distribution network in the North-West of England and 
UUE is the licensed entity. The initiatives in our application are the responsibility of UUE staff 
and we also operate a call centre that supports the customer care policies of UUE that are 
covered by the attached application.  
 
 
Yours sincerely 

Mike Boxall 
Electricity Regulation Director 
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PRIORITY CUSTOMER CARE INITIATIVES  

ELECTRICITY DISTRIBUTION CUSTOMER SERVICE REWARD  
DISTRIBUTION NETWORK OPERATORS 

ENTRY FORM 
 

Please note that the deadline for receipt of applications is 5pm, 11 May 2007. 

DNO DETAILS: (please complete) CONTACT DETAILS: (please complete) 

Company: United Utilities 

Licensee(s): United Utilities Electricity 

        

        

Address: Haweswater House 

  Lingley Green Avenue 

Warrington  

        

Postcode: WA5 3LP 

Name:  Sally Ainsworth 

Title:  Customer Service Manager - Electricity 

Telephone: 07836717495 

Email:  Sally.ainsworth@uuplc.co.uk 

THE RULES 
 
1. Refer to the accompanying guidance notes for the 2006/07 Electricity Distribution Customer Service 

Reward. 
2. Attach your application to this covering entry form. 
3. Entry forms must be received at Ofgem by no later than 5pm on 11 May 2007.  Entry forms should 

be sent to laura.nell@ofgem.gov.uk electronically, with a hard copy sent to: 
Laura Nell, Quality of Service Manager, Ofgem, 9 Millbank, London SW1P 3GE. 

 

MINIMUM REQUIREMENTS 
Please indicate by checking the appropriate boxes whether 
your company has met the minimum criteria for each reward.   

Yes No Relevant 
legislation 

 

DNOs are proactive in ensuring that details of their priority customers 
are up-to-date and accurate and that customers are aware of the 
priority register 

 

 

 

 

 

SLC117 

DNOs have effective and efficient procedures and processes in place to 
ensure that information on customers eligible for inclusion on the 
priority register is transferred readily between themselves and 
suppliers’ priority services register (and vice versa) 

 

 

 

 

 

SLC 17 

DNOs have procedures and standards for staff on contact with priority 
customers and monitor performance against these standards 

 

 

 

 

DDA2 

DNOs have procedures and standards for staff on contact with priority 
customers and monitor performance against these standards 

 

 

 

 

DDA 

DNOs seek feedback from their priority customers   DDA 

•                                                       

1 Standard licence condition of the Electricity Distribution Licence 
2 The Disability Discrimination Act, 1995 



 

BEST PRACTICE FROM 2005/06 SCHEME 
Please indicate which of the following best practice initiatives 
from the 2005/06 scheme your business does and what year 
they were first implemented.  Space is provided for supporting 
commentary (maximum 250 characters per requirement) 

Initiative 
adopted 

(select from drop 
down list) 

Year first 
implemented 

(Please fill) 

Partnership work with voluntary groups or parish councils to offer 
services and support during planned and unplanned interruptions 

No      

        

Initiatives to ensure priority customers are kept informed of progress 
or offered assistance during unplanned interruptions 

Yes 2007 

Customers receiving proactive telephone calls to update them on the 
status of the fault  

  

Use of customer support vehicles and winter packs to provide 
assistance to priority customers during interruptions 

No      

        

Active promotion of the priority services register Yes 2007 

Customer leaflet produced identifying what to do if you have a power 
outage and how to register as a priority service customer. 

  

Initiatives to ensure information on the priority register is up to date 
and accurate 

No      

        

Undertaking customer research to better identify the needs of priority 
customers 

Yes 2007 

In depth research completed with 4 charities and with 15 priority 
service customers. 

  

DECLARATION AND CONSENT 

I declare that the information contained in this application is correct and true to the best of my 
knowledge and belief and I give consent for Ofgem to use the information and contact details 
provided when publishing the Best Practice Register.  
Signature: Sally Ainsworth 
 

Date: 10/05/07 

 



Priority Services United Utilities Submission 
Overview 
 
Our objective is to improve our service to the priority customer group. As we receive 
very little correspondence from this customer sector, we didn’t want to take this “silence” 
as satisfaction. We recognise that this group of customers has very different needs from 
the wider group that we serve. Before making any changes we thought it essential to 
carry out research amongst the group to see what we needed to do to improve. 
 
The research highlighted a number of key priorities which in the main focus on enhanced 
communications – awareness of the register, awareness of who to contact if there is no 
power and proactive communication from the DNO about the duration of the interruption.  
 
As a result we have  

• Produced two new customer leaflets,  
o “Top tips for what to do if you lose your power supply” Aimed at existing 

customers on the register, this leaflet has initially been mailed to 
customers dependant on electricity for health purposes  

o “Helpful hints for dealing with a power disruption” A more general leaflet 
for all customers which includes information on the priority services 
register. 

• We have started making proactive call backs to customers to update them in the 
event of a supply interruption.  

• We have developed an action plan for 2007/08 which will enhance the service we 
provide to these customers. 

 
Scope, Influence – target audience 
 
The research had two elements - individual face to face interviews with 15 customers on 
the priority services register and research with four charity groups representing those 
customers. We wanted to get a range of views and as such targeted customers with 
different reasons for being on the register. 
 
 Experienced a fault Not experienced a fault 
Elderly 2 2 
Deaf/Blind 1 2 
Disabled 3 2 
Serious Illness 3  
Total 9 6 
 
The charities that we conducted research with were:  
 
Charity Groups represented 
Help the Aged Pensioners 
Sense Blind / Deaf 
British Lung Foundation Those reliant on medical equipment for 

health purposes 
The Together Trust Learning difficulties 
 
All respondents were given £35 donation for their charity. The research was conducted 
by DJS research on our behalf. 
 
The areas covered by the research were: 

• Impact of interruptions on these customers, developing our understanding of what 
a power outage might mean 

• Telephone service: expectations and performance  
• Estimated Time of Restoration: expectations and performance  
• Communication: information needed; priority service register; telephone 

numbers; general information 
• Restoration: expectation and performance  
• Planned shut downs: expectations and communication 

 



We received the results of the research on 29th March 2007. Following the results an 
action plan has been agreed. A number of the areas have been improved immediately, 
the others targeted over the year 2007/08. The action plan is included in the 
supplementary information. 
 
Actions taken 
Communication: feedback very clearly told us that the telephone number to ring in 
event of a power interruption should be communicated to vulnerable customers. It was 
also suggested that a top tips of what to do would be useful. We have combined these 
two actions and developed a specific leaflet. We asked the charity groups to review it and 
we incorporated their comments. For a first phase we have sent the leaflet to 1800 
homes, those customers on the register as reliant on electricity for health. Phase 2 will 
be our deaf customers, planned June 07 and phase 3 will be our blind customers – 
having changed the print to either Braille or large print, this is targeted for August 07. 
 
We update our priority service records every two weeks taking a download from suppliers 
databases the accuracy of this is dependant on customers keeping the information up to 
date. The customer leaflet was sent with a covering letter asking if their records need 
to be updated and if so, how to do it. We have re briefed our customer agents on the 
priority service scheme and how to assist customers in registering on it. We have also 
completed extensive customer service training over 2006/07 covering our approach for 
priority service customers. 
  
The charities were keen for us to raise the general awareness of the register 
therefore we have produced a leaflet aimed at all our customers which explains how to 
register, as well as giving helpful tips on what to do if we have a power cut. Our field 
staff will give these leaflets out when they meet customers. We have approached charity 
groups to issue them to customers on our behalf (the Together Trust charity were keen 
to help with this).The leaflet is also available on our web site.  
 
Our customers told us they would welcome proactive updates on how a fault is 
progressing. We implemented this change in our call centre on 1st April. Stage 1 of this 
initiative targets priority service customers who contact us. By 1st June 07 this will be 
rolled out to all priority service customers impacted by a fault. To date we are getting a 
very positive response from customers who appreciate the personal touch and receiving 
a fault update. 
Example below of the Top Tips leaflet 
 

 



    

 

Customer Actio
 
 

Target  
completion 

 

 

 
 
 
 
 

 

 They phoned up every step of the 
Way and kept us informed  
(Serious illness) 

 Sense has the information the  
Outreach workers who go visit, people 
Who could actually make sure they  
Know about that kind of service. 
                   (Sense) 

Customer quotes 
from our research 

They came within a matter of 2 
hours with a Generator.  
(Serious illness) 

Priority S n plan 2007/08 ervice 
 
 

Actions  

 
 

Customer Request 

Clear guide lines on customer service approach for 
employees and customers. 

Update, reissue and brief the Electricity 
Customer Service Code of Practice 

March 07 

Make customer policy a
eak Englis

t 
rth 

West Excluding English – publish on Web 
Site  

March 07 vailable to those customers 
h 

Translate Code of Practice into mos
popular  6 languages used in the Nowho do not sp

Regular updates nd the 
original ETR – via either telephone call or SMS. 

Implement proces entre for 
proactive telephone call backs. 

if the fault continues beyo s in call c April 07 

Widen awareness across whole customer base of 
priority customer scheme 

Agree content, print and issue “helpful h
when dealing with power disruption” leaf
includes this information. 

ints 
let 

April  07

Communication on awareness of the priority 
services register and how to register on it 
Communication on the telephone number to ring in 

 

 

the event of a power cut. Top tips for how to how to
deal with no power. 

Letter and tops tips leaflet to be sent to
customers on priority care register.  
 
 

May 07 

SMS service for deaf customers to get updates 1. Scope initiative to use proactive text 
messaging 

2. Identify if we have deaf customers 
mobile telephone numbers establish 
method to obtain this information. 

June 07 

Proactive telephone call in the event of a power 
interruption – 20 – 60 minutes into the fault.  

Implement process in SFIC August 07 

Agent training – understand issues for priority 
customers / able to handle the call empathetical
and efficiently 

ly 
. Agree approach Sept 07 1

2. Training package to be developed 

Priority transfer to agent. To reduce need to use 
automated messaging system. t

cust

Nov 07 Buil l design spec for new 
cus omer messaging system. Priority 

omer  telephone numbers to be built 
 customer line identification (CLI) 

d into Functiona

into
Long supply interruptions – provision of hot drink
meals 

s, 

ys 
ly 

cally its reassurance that something 

ergency 
 specific project in 

implement. 

“emergency response you get WRVS and tea trolle
– that would be really good to see”  “ even if its on
a hot drink basi
is going on and somebody cares” 

Customer care vehicles / em
customer response –
2007/08 plan 
Scope, cost, evaluate, trial…..review 

Mar 08 

Work with charities to help people register – its 
often those who need to be on the register that 

Mar 08 

don’t know how to register 

1. Scope approach and implement 

 
Supplementary Information – Priority Customer Care 



 

WIDER COMMUNICATION STRATEGIES 

ELECTRICITY DISTRIBUTION CUSTOMER SERVICE REWARD  
DISTRIBUTION NETWORK OPERATORS 

ENTRY FORM 
 

Please note that the deadline for receipt of applications is 5pm, 11 May 2007. 

DNO DETAILS: (please complete) CONTACT DETAILS: (please complete) 

Company: United Utilities 

Licensee(s): United Utilities Electricity 

        

        

Address: Haweswater House 

  Lingley Green Avenue 

  Warrington 

Postcode: WA5 3LP 

Name:  Sally Ainsworth 

Title:  Customer Service Manager Electricity 

Telephone: 07836 717495 

Email:  Sally.ainsworth@uuplc.co.uk 

THE RULES 
 
1. Refer to the accompanying guidance notes for the 2006/07 Electricity Distribution Customer Service 

Reward. 
2. Attach your application to this covering entry form. 
3. Entry forms must be received at Ofgem by no later than 5pm on 11 May 2007.  Entry forms should 

be sent to laura.nell@ofgem.gov.uk electronically, with a hard copy sent to: 
Laura Nell, Quality of Service Manager, Ofgem, 9 Millbank, London SW1P 3GE. 
 

MINIMUM REQUIREMENTS 
Please indicate by checking the appropriate boxes whether 
your company has met the minimum criteria for each reward.   

Yes No Relevant 
legislation 

 

DNOs have a range of communication strategies which effectively 
reach their target audiences and are regularly monitored to ensure 
they are meeting customers needs 

 

 

 

 

 

SLC1 18, 
DDA2 

DNOs have different versions of customer information available such 
as easy-to-read, audio and Braille formats.  

 

 

 

 

 

DDA 

DNOs seek feedback from customers, stakeholders, partners and 
staff regarding their wider communication initiatives and their 
effectiveness.  DNOs use this feedback to improve their 
communication strategies 

 

 

 

 

 

DDA 

•                                                       

1 Standard licence condition of the electricity distribution licence 
2 The Disability Discrimination Act, 1995 



 

BEST PRACTICE FROM 2005/06 SCHEME 
Please indicate which of the following best practice initiatives 
from the 2005/06 scheme your business does and what year 
they were first implemented. Space is provided for supporting 
commentary (maximum 250 characters per requirement) 

Initiative 
adopted 

(select from drop 
down list) 

Year first 
implemented 

(Please fill) 

Proactive use of a range of materials and communication techniques. Yes 2006 

We have increased the range of communication methods we use, 
proactive letter drops, text messages for fault updates, customer 
information cards, our code of practice is translated into 7 languages 

  

Partnership work with the community No      

        

Proactive use of customer complaints and customer research Yes 2005 

We review customer complaints and comments in our monthly 
customer research to understand the root cause of customer 
dissatisfaction. We hold focus groups to explore key issues. This 
enables us to develop improvement plans.    

  

Media training for key staff members Yes 2006 

In 2006 we completed refresher training for key operational staff to 
ensure if they are required to use the media they are confident and 
have the skills to ensure the key messages are provided to our 
customers.  

  

DECLARATION AND CONSENT 

I declare that the information contained in this application is correct and true to the best of 
my knowledge and belief and I give consent for Ofgem to use the information and contact 
details provided when publishing the Best Practice Register.  
Signature: Sally Ainsworth 
 

Date: 10/05/07 

 



Wider Communications United Utilities Submission 
Service Charter, Good Customer Service Guide and Heartbeat Training 

 
Overview 
  
During 2006/07 we have trained face to face 848 electricity employees on how to interact with 
customers, provide good customer service and our new service charter. Over 1000 electricity 
employees received a good customer service guide with helpful hints and tips on how to provide great 
customer service. 
 
This major communications exercise was aimed at building and developing an environment where 
everyone understands what good customer service is, what behaviours are expected of them and how 
to deliver great service. 
 
Background – research, how, why, objectives 
 
Through consultation with our employees and partners we developed a service charter outlining what 
we felt were the critical service elements to build into our everyday actions.  
 
We also developed a good service guide – a booklet with helpful advice on how to interact with 
customers; recognising customers have different needs and how to identify these; company 
expectations and even telephone numbers of different departments to get employees talking to each 
other to resolve customer issues (probably the most welcomed part of the guide) 
 
The consultation took the form of one to one interviews; 5 focus groups with customer facing 
employees and partners; an Online and Paper based survey and a desk top benchmarking exercise to 
see what other companies do. The feedback we received from employees was 90% agreed with content 
of the charter, 91% believed that the customer service guide, a cohesive communications plan and 
strong leadership was an effective way to reinforce the right customer focused behaviours within the 
business. 
 
More than 55% said they had not received any specific customer service training before. When asked 
how the guide should be introduced – workshops and training emerged as clear preference with live 
examples of best practice and how not to do it and information on policies and processes. 
 
The objectives of the project were to create an environment that supports and promotes excellent 
customer service by providing clear guidance, guidelines, training and leadership to our people. 
 
Scope, Influence – target audience 
 
The target audience was our own employees and those working on our behalf. For electricity this was 
1020 electricity employees and 730 people employed by our partners from Balfour Beatty and Morgan 
Est who support the water, wastewater and electricity businesses.  
 
Whilst it was a UU wide programme the training was electricity specific and tailored to meet the needs 
of our electricity customers and their associated issues. We included all roles in our scope - customer 
facing front office and field people, back office support, our designers, planners and asset strategy 
people and our leaders. Training was targeted and fit for purpose with each employee group having 
discrete training courses differing in duration, format and content.  
 
Communications 
 
The training was designed by external consultants working with our people to ensure the content was 
applicable and appropriate. We used real case studies so that employees could recognise the issues and 
relate them to their own role in the organisation. The training was led by customer champions who 
were electricity employees, supported by professional trainers. The electricity customer champions were 
a key factor in the success of the training. We asked for volunteers and we were delighted to get 7 
enthusiastic role models. The champions attended a three day training course to help them deliver the 
material.  
The messages within the training for our field staff were:  

 Company Image: Being an advocate of UU through what and how we say things, how we look, 
what we do etc. 



 Proactivity: Keep customers informed 
 Empathy: Putting yourself in the customer’s shoes, listening, understanding and communicating 

in a positive and professional manner  
 Ownership: Taking action to find out when we do not know the answer, not passing the buck or 

blaming the company or other departments. 
 Team Work: Helping each other within Electricity and across UU and understanding our part in 

the service chain and the impact we have, even indirectly, with customers. 
 
At the end of the course attendees were asked what they will do differently as a result of the service 
charter and the training, to gain some ownership. In return employees either received a squashy light 
bulb or a heart as reminder of the training – we are here to keep the lights on and keep customers 
close to our hearts. 
 
For the small group who could not attend the training, we provided a communications pack, outlining 
the course content, the need to live the service charter and the good customer service guide. 
 
How Monitored / Success measured / benefits 
 
Our target for attendance was 90%, we achieved 97% for leaders and 90% for our customer facing 
people. We had very positive feedback from our people after attending the training, and many people 
individually commented they had learned new things and will think about things from a customer 
perspective in the future.  
 
At the end of the training: 
73% of attendees rated their understanding of the charter as good or excellent 
73% of attendees rated their confidence in adopting the skills as good or excellent. 
 
During the training we asked employees to identify areas where we could improve customer service. As 
a result we have a programme of activities to implement the employee ideas. Examples of these are:  
 

o Information cards for customers: When we carry out work and the customer is not in, we should 
leave a note updating the customer on what we have done and next steps. This is currently 
being printed and then will be issued to 450 of our people in May 07. 

o Customer Care Packs One idea was to develop a customer care pack of leaflets for field people to 
give to customers to help communicate general information, job specific actions or helpful tips of 
what do if you have a power cut. This action has been followed up and will be rolled out to 450 
of our people in Mid June.   

o Proactive updates for customers on restoration times – we felt this was an excellent idea and 
this was implemented in April 07. As a result we have increased the number of proactive call 
backs from 31 in March to 508 in April. We have received very positive feedback from customers 
who are pleased to be kept updated, our people also feel that they are providing better service.  

 
In a recent annual employee survey we asked our people to rate if they agreed or disagreed with a 
number of statements, two specifically related to customer service, the results against these are very 
positive. 
 
I am encouraged to understand the needs of our customers. In 2005 68% employees agreed 
with this statement, this rose to 70% in 2006 and in our latest survey in 2007 it has increased to 73% 
 
I take ownership of and find solutions to customer problems.  In 2005 85% of electricity 
employees agreed, in 2006 this dropped 1% to 84% and in 2007 95% of electricity employees agreed. 
We believe the customer training has been a major contributing factor to the 11% increase in this score 
in the year. 
 
 
 
 
 



Electricity  Heartbeat Training
March 19th 2007
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Supporting Evidence: 
 

- graphs,  
- illustrations from 

guide ,  
- employee comments. 

I will double check 
all information for 
accuracy before 
passing it to 
customers and 
colleagues 

The course gave me real insight 
into how I could provide better 
customer service 

I will listen to 
feedback so I 
can improve the 
quality of service  
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