
Customer Delivering an exceptional customer experience

NI Water staff on site at a development in Enniskillen, County Fermanagh.

Principal threats/opportunities

Page 84 Read more about principal threats and opportunities.

Strategic areas of focus

Strategic performance indicators

Sustainable development goals

Right place, 
right time,  

right channel

Caring 
for you

Getting 
smarter

Protecting 
you

Customer
Unit of 

measurement
Target 

2021/22
Actual 

2021/22
Pass/ 
Fail

Target 
2022/23

Reduction in customers  
reporting service 
failures 

Number 67,000 66,064 Pass 66,100

First point of contact 
resolution 

% 84 84 Pass 84

More customers  
singing our praises  
(Net Promoter Score)

Number 42 32 Fail 42
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Customer Delivering an exceptional customer experience

NI Water chatbot technology.

One of NI Water’s digital communication channels.

Right first time 

We have introduced a comprehensive 
programme of initiatives to minimise the need 
for customers to contact us and for those 
customers that do make contact, ensure we 
resolve their issue first time. Over 2021/22 
we have had our best ever year in terms of 
unwanted customer contacts, outperforming 
our 67,000 target and also delivering against 
our First Point of Contact Resolution target of 
84%. This is despite the challenges from the 
high demand event and the major burst on 
the Dunore trunk main over the summer. Our 
Net Promoter Score (NPS) of 32 compares 
favourably with other utilities and UK water 
companies, although it is below the challenging 
target set by the Utility Regulator.  

Over 2021/22 we focused on changes to our 
billing complaints process and reduced our 
billing escalation threshold to ensure that more 
complex customer issues are resolved quicker 
and repeat contacts are reduced. In 2022/23 we 
will continue to enhance customer satisfaction 
by focusing on our worst performing NPS 
contact types and improving operational 
customer journeys.

Bots beat blockages

We have introduced further improvements to 
our text update services for web forms and 
an early warning text notification for metered 
non domestic customers experiencing high 
water consumption. In 2022/23 we are 
planning further improvements to our ‘no 
water’ text update service. The introduction 
of automation (a ‘feature manipulation 
engine’) for processing sewer blockages 
that customers report has enabled a quicker 
response time. This process also identifies 
potential recurring issues, providing an 
opportunity for us to undertake early 
investigations and expedite repairs. We are 
exploring additional ways to use automation 

to speed up the processing time of routine 
activities, so we can dedicate more time to 
more complex issues.   

Our ‘Knowledge Base’ tool uses chatbot 
technology and artificial intelligence to 
help guide customers through a structured 
dialogue, providing answers to a wide range 
of their questions across all our service areas. 
Similarly, an interactive voice response for a 
number of transactions such as bill payment 
provides another choice of contact channel, 
and improves customer service by offering 
convenience and the potential to save time.

Right place, right time, 
right channel
Social media provides us with a fantastic 
platform to keep our customers informed 
of the challenges we face delivering great 
tasting, clean drinking water and recycling 
wastewater safely back to the natural 
environment. Our Website, Facebook and 
Twitter accounts allow us to reach out to our 
customers to change how they think about 
water to help reduce the pressure on our 
infrastructure and nature.

Facebook and Web Chat boost 

In our ambition to deliver an exceptional 
customer experience, we are embracing new 
ways to meet rising customer expectations. 
During 2021/22 we increased the operational 
hours of our social media platforms and Web 
Chat Service, which we have also added 
to the front page of our web site. For the 
first time our social media followers has 
surpassed 30,000 and our Web Chat usage 
has increased by over 40%. Feedback from 
customers for these channels has been very 
positive with both Web Chat and social media 
registering high consumer advocacy scores. 

Our customer base for web self-serve 
also continues to grow and in 2020/21 we 
launched our first web form for reporting a 

leak. Analysis of our range of social media 
offerings in comparison to other utilities 
is encouraging with around a quarter of 
our customers now choosing to contact us 
through a digital channel.

Caring for you
Our Customer Care Register offers a 
range of free additional services for those 
customers who need extra help, such as an 
alternative water supply when supplies have 
been interrupted for a prolonged period. We 
continue to work with Health Trusts, Councils 
and other Utilities to promote our Customer 
Care Register. A further 218 customers have 
been added to the register, with a total of 
2,694 customers/organisations registered. 
We continue to engage with the Utility 
Regulator, CCNI and other utilities on the 
Consumer Protection Programme Best 
Practice Framework, which will standardise 
the approach to consumer vulnerability 
across the Northern Ireland utility sector.  
We are also liaising with the British 
Standards Institution with regard to 
understanding process for attaining the 
internationally recognised consumer 
vulnerability accreditation.
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Customer Delivering an exceptional customer experience

NI Water CEO and sta� promoting the cyber awareness training.

NI Water’s Intelligent Operations Centre.

Intelligent Operations

1 2 3
Smarter ways 

of working
Co-locating 

in a new facility
“Intelligent Operations Centre”

Exploiting digital 
technology

Preventing Visualisation Working together

Predicting Advance analytics, 
artificial intelligence and 

automation

Integrated planning

Optimising Managing the big picture

Controlling Central authority

Protecting you 
Cyber crimes are increasing in both 
frequency and in their disruptive potential. 
These crimes could lead to an interruption 
in the delivery of our essential services, 
damage our computer control systems, or 
lead to a data breach. We continued our 
internal education campaigns with simulated 
phishing emails. External assurance of our 

cyber programme for operational technology 
is complete and broadly positive. We 
continue to liaise and collaborate with the 
National Cyber Security Centre to keep at 
the forefront of an ever changing threat 
landscape and be aware of new methods of 
attack as they develop.

Despite all of the technical barriers and 
processes which we can introduce, NI Water 
depends primarily on its employees and 
supply chain partners, to protect the systems 
and equipment that provide the services to 

our customers. A short video was developed 
over 2021/22 for employees and supply chain 
partners to highlight their important roles in 
protecting against cyber-attacks. 

Getting smarter 
Our customers tell us they want a modern, 
interactive web-based platform where they 
can submit applications for our services, 
track progress, make payments and digitally 
sign documents without the need for paper 
or telephone contact. Over 2022/23 we 
plan to launch a digital application process 
for new connections to our water and 
wastewater network for housing developers 
and applications for trade effluent. We are 
also planning improvements to our website 
and to pilot the use of geo targeted social 
media posts to give advance warning of 
water outages to customers that do not 
follow us on social media.

Intelligent Operations is a new approach to 
how we operate. It comprises smarter ways 
of working that:

• ensure a more preventative approach to
maintenance of assets instead of fixing
when they fail;

• predict when issues are about to occur and
intervene sooner – so reducing our reliance
on customers having to tell us that issues
have occurred;

• set up and tune our end-to-end water and
wastewater system to run at its optimum
state; and

• establish more central control of assets and
the work we do on them.

This is enabled through the deployment of 
digital and visualisation technology and a 
new Intelligent Operations Centre. The centre 
opened in 2021/22 and brings together 
around 180 of our dispersed operational staff 
to work together in a more collaborative and 
intelligent way.
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