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 RB provided an update (detailed slides included in the meting pack). 

This year measured water prices increased by 19% and 29% for unmeasured 

customers. Unmeasured bills are produced first as these are completed on 

an annual basis. As a result, it was anticipated that there would be a 20% 

increase in customer contact. Plans were put in place to stretch resources, 

splitting contact agents between a customer water call e.g. leak, versus a 

billing query e.g. needing help to understand bill or to make a payment.  All 

advisors were trained in readiness with additional scripting and decision 

flows introduced.  In addition, the front end IVR’s were changed radically.  

Bill inserts on how to understand your bill were produced that also included 

links for customers to click onto to take them to the right place on the 

website to get assistance.  

There was a 29% increase in web usage during this billing period compared 

to last year, enabling customers to self-serve rather than calling the contact 

centre. Dedicated bill inserts were produced for customers that had 

struggled with their repayment plans 

Call queue transparency really improved. The average queue time last year 

was 18 minutes and with all the interventions introduced this year the 

average wait time across the whole piece was 3 minutes with an average 

answered rate of 98% of all calls that were presented. 

Care schemes were introduced for advisors where they could take different 

break times and downtime from the phones, this also included providing 

individual team members favourite sweets, coffee etc. All teams were 

amazing and really pulled together as one team. 

Results to date show 76,550 calls were received and 23,283 live chats took 

place.   TH asked about the data showing customers being more satisfied 

on a live chat than a call, is it possible that could be related to when the 

query is simpler customers would go on a live chat and more complex 

queries would be via a telephone call?  RF agreed and explained that 

priority service customers will always call but that are Affinity are also learning 

that some of customers do want a different way of interacting offered to 

them which, in turn, does help to reduce telephone contact. 

BW asked with the increased pressure in terms of customer finances with all 

utility charges and living costs in general going up, are Affinity seeing a rise 

in customers saying they need financial advice and are there any 

discussions going on, in terms of support for the funding of debt advice within 

the water industry?  RF confirmed that Affinity haven't currently seen a 

degradation of the volume of people who are willing to pay on time and in 

in a structured way. However, Affinity have seen, for this price review, a 

higher percentage of calls which require more specialist treatment and 

Affinity have introduced a specialist area that can handle those calls and 

have access to Citizens Advice and other debt related support functions. 

There is an industry wide cost of living Debt collection Conference taking 
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place soon to share what others are doing in this space for their customers.  

RF also explained that currently Affinity direct debits work in quite a one 

dimensional way and that some customers struggling to pay their bill are 

paid on a weekly basis. Therefore, having the ability to pay via direct debit 

on a weekly basis could help customers to manage their payment plans.  

There are drivers in place to try and introduce this to customers to provide 

more choice. 

MC asked about the introduction of self-serve.  RF reiterated that if a 

customer chooses to use a certain contact method it’s important for Affinity 

to be consistent in the application across all channels and that it should be 

by customers design and not by company push.  Some of the new self-serve 

channels being built for customer transformation will include customer panel 

groups across a range of demographics 

MC asked if there is monitoring in place of social tariff enquiries and if Affinity 

also looks at the outcomes of those inquiries, how many people then result 

in taking out a social tariff? RF that a dedicated extra care dashboard has 

been introduced that looks at the number of calls taken related to the 

number of social tariffs and that for every single call there is a follow up 

survey 10 days later to ask the customer if the outcome met their 

expectations.  With customer insights coming in July the survey data can be 

reviewed to see what needs to be adapted.  

MC asked about meter requests and if Affinity monitor them and have 

figures relating to how many, perhaps then have an appointment, how 

many appointments are met?  RF confirmed that this is monitored, and that 

Affinity has also introduced the facility for customers to book their own 

appointment and timeslot  

Payment flexibility, could Affinity operate something a bit similar to Octopus, 

e.g. a flexible direct debit?  RF confirmed that they are looking at the 

possibility of introducing the option of weekly direct debit but one thing that 

has already been introduced is the pre direct debit text message to 

customers. This sets out the date and value of upcoming debit and if the 

customer would like to rearrange they can make contact.  This helps 

customers to be in control of their payments and means they don’t get 

affected by any unpaid charges. 

CW suggested that MC meets with some members of the Customer 

Experience team ahead of the ICG meeting in July to gain a deeper insight. 

AS felt that it would be useful for the ICG to see the whole suite of payment 

options available and the conversion rate on the statistics.  RF confirmed 

that comparison on last year could also be produced as a dashboard and 

circulated.  

CW asked if the contacts are recorded as measured v’s unmeasured? RF 

explained that the contact content contained in todays pack is based on 

unmeasured customers whose bills are produced in February, measured 
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