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What we’ll cover today 

  
  

 Our vision 
 

 What we do, our business focus and challenges  
 

 Service Delivery in a Regulated Business 
 
 WorkForce Management & Scheduling fundamentals 

 
 What’s next for scheduling in United Utilities 

 
 Delivering successful change 

 
 
 

 
   
 
    
 
   



Imagine starting your 

day with clear visibility 

of all operations 

 

…having the right 

resource in the right 

place at the right time 

with the right 

equipment 

Our vision of the future…. 



Imagine having the 

tools to balance 

conflicting objectives 

like customer service 

vs. cost 

Our vision of the future…. 



Imagine having real time 

visibility of your operational 

performance and having 

the ability to improve it  

Our vision of the future…. 



Imagine empowering 

all your employees 

with information 

about working hours, 

cost, cover, jobs, 

parts and materials 

Our vision of the future…. 



We own 

hectares of catchment land 

57,000 

water treatment works 

96 

We have 

42,000km 

of water mains, enough to 

wrap around the world! 

wastewater treatment works 

575 

reservoirs 

184 

1,400km 

aqueducts 

UU has about 

skilled employees 

5,000 

We bring three million households 

and 200,000 businesses in the North 

West an incredible 2,000 million 

litres of clean, clear water each day 

of sewers, equivalent to four 

flights from Manchester to 

Sydney 

72,000km 



We want to be a leading North West service provider and 

one of the best UK water and wastewater companies 

• It’s costing us more 

and more to deliver 

our existing service 

and we know we 

need to make 

improvements 

 

• Customers want a 

more efficient service 

but don’t want to pay 

for it through higher 

bills 

 

• This gives us the 

challenge of making 

sure the company 

operates as 

efficiently as possible  



So, what would you pay? 

Current bill = £395 a year 

 

1. £449 a year 

2. £389 a year 



What do our customers want? 

 Bills to be kept as low as possible 

 Improve your performance but only 

where it is good value for money 

We have more of the most 

deprived communities than 

any other region and the cost 

to serve is significantly higher 



Customer insight and channels 

 

 

 

 

http://www.thewowawards.co.uk/index.php/menu-org-wow
http://opinions.nortex.com/s/SMC5ZJQ
http://www.google.com/url?url=http://outsourcemagazine.co.uk/rant-rave/&rct=j&frm=1&q=&esrc=s&sa=U&ei=d46VU8ehNNKf7gas-4HoBA&ved=0CDIQ9QEwCA&usg=AFQjCNEkEwlZr-FqyV_0s_rzYiYejPOAAA
http://www.google.co.uk/url?url=http://www.webchoiceonline.com.au/live-chat.php&rct=j&frm=1&q=&esrc=s&sa=U&ei=D7-VU6ztEeXD7Aao8oGYCQ&ved=0CDIQ9QEwCA&usg=AFQjCNErMsZOTh6zYrkX7upuQRts19XKdA


Our Twitter feed… 



 

 Key drivers for Customers satisfaction 

Key Driver 

Satisfaction with being kept informed 

Satisfaction with time taken to resolve 

Overall satisfaction with visit 

Knowledge and professionalism 

Satisfaction with ease of getting through to someone 

Taking responsibility for the issue 

Number of times the customer has to call  



Creating a customer focused workforce 

• One goal and one vision  

• What it means to them  

• Clear ownership and accountability 

• One team providing end to end service 

• Everyone is customer facing 

• Customer centric language 

• Don’t pass the buck – it’s your responsibility! 

• Reward and recognition 

• Soft skills training – regularly refreshed 

• Good customer service is like common sense – what 

would you expect in a situation? 



Drivers for scheduling 

Customer 
Service 

Compliance 

Cost 



Scheduling challenge 



• Minimise the amount of manual intervention 

• Trust the scheduling tool will come up with the best option! 

• Customer focussed business rules ensure the best 

customer experience 

• Don’t over commit ! 

• This leads to promises not being kept, and a poor customer 

experience 

• This allows us to meet customers expectations that have 

been set 

• And respond to emergencies 

• All scheduling is done by the centre 

• Field staff should not be able to bargain for “more 

preferable work” 

Customer focused scheduling 

Preserve Flexibility 

Maintain a deliverable 

schedule 

Schedule by SLA, then 

Priority 

Manually Schedule by 

Exception 

Own and Drive the 

Schedule 



Domestic and  

business customers 

Pump Valve status 

& pressure 

Meter 

In-sewer monitoring 

Pumping 

station 

Mobile worker 

ICC 

Maximising 

energy 

Production planning 
Wastewater treatment 

works 

CSO Spill  

monitoring 

Enterprise Asset Management, Scheduling and Mobile (EAMSM) 

Water treatment 

works 

Getting the right person and tools to the right place at the right time, first time 

Assets 
Single asset register – one version of the truth 

• Tracking assets across their full lifecycle 

• Improved reporting capability and more informed 

decisions making 

• Consistent asset registration/de-registration 

• Clarity on asset valuations 

Mobility 
Mobile capability for field staff 

• The right  devices for all field staff 

• Scheduling direct to mobile devices 

• Real time sharing of information between 

field and centre 

Reliability centred maintenance 
Consistent cyclical, condition based and planned 

maintenance processes aligned to asset performance 

• More accurate and targeted cyclic maintenance plans 

Performance driven, prioritised cyclical maintenance 

• Flexibility to review and amend cyclic plans 

• Reduction in asset failure 

Scheduling and work planning 
Increased field productivity through effective 

scheduling  

• Centralised scheduling capability for all field workers 

• Challenge in house spend v contractor spend 

• Challenge and validate need to do work at the right time 

• Greater visibility of field staffs’ availability and skills 



The journey we’re on … 

• Integrated SAP solution to deliver Enterprise Asset 

Management, Scheduling and Mobile 

• IT enabled Business Transformation spanning 18 months 

• Precursor - ClickSoftware upgrade - to enable scheduling 

platform for both below and above ground assets 

– Provide a platform for additional 1000 users 

– Deliver new functionality, and 19 business 

requirements 

– Go live Q4 2014 

– Hypercare to Q1 2015 

• Integrated project team – UU, IBM and ClickSoftware 

• Full ClickSoftware mobilisation by Nov 15 

 



  

Involving 
Our 

People 

Changes 
are  

Aligned 

Strategic 
Focus 

Tailored 
Approach 

Involve and engage your workforce – 

they are the experts! 

Support, empower, encourage, time 

Credible solutions! 

 

Where do we want to be, when, why and how? 

Understand the journey 

Common goals,  

common objectives, 

One plan – a holistic 

 view 

What does it mean to 

me? 

What works for me 

Understand the 

impact,  

and your audience! 

 



Lessons learned  

The good, the bad and the ugly … 

• Understand your customers requirements fully 

– We reviewed our BSS a dozen times …and then some!! 

• Set realistic expectations 

– It’s just a system upgrade …not quite!! 

• Test, test and test some more … 

– So many scenarios, so little time! 

• It’s not over ‘til it’s over … 

– Onsite support, escalation and resolution 

• Give us the benefit of your experience … 

– We’re the novices! 

• Knowledge transfer  

– The sooner the better … 



The good …there was plenty  

• Teamwork and collaboration 

• Onsite presence and floor walking 

– from business readiness through to hypercare 

– beneficial to everyone – feedback from Solution Architects 

in particular 

• Flexible, accommodating, knowledgeable ClickSoftware team  

– alternatives, options and examples provided to meet 

requirements 

• Business Readiness involvement 

– This thing has to land! 

• Strong & consistent business reps and Project management 

– You must demand this! 

 

 

 

 



What our stakeholders said about the 

ClickSoftware deployment  

“It has gone really well and we have had 

great support from the centre, project 

and our own Champions in the business” 

Mike Rooney and John Lyons,  Water 

Network Delivery Managers 

 

 

“Support from the project and the centre has 

been brilliant and has helped us get to grips 

with any changes that have been made” 

 

Steven Kenyon, Wastewater Network 

Delivery Manager 

 

 

“The go-live has outweighed my 

expectations.  I was worried about the  

go live but it has gone remarkably well 

and has been the best implementation 

I have been involved in” 

Dawn Seabrook, ICC Water Customer 

Manager 

 

“We have had great support from the 

project and by using our own 

Champions has highlighted that we 

have some really great people working 

for us” 

Rachel Bacon, ICC Wastewater 

Customer Manager 

 



Let’s Recap… 

 Everyone in your organisation provides customer service 

 Customer expectations are increasingly challenging  

 All scheduling controlled from the centre  

 Live by and trust your business rules 

 You’re all role models so support ‘the system’ at all times 

 Be clear on your drivers 

 Publicise and share the successes 



So why did we have such belief in this? 

 

do it 

cheaper 

do it 

better 
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A few numbers… 
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A few numbers… 



A few numbers… 



A few numbers… 
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A few numbers… 



We chose the market leader 

31 



Typical Team Leader View 



Typical Technician View 



ClickSoftware’s mobility line of products built on top of a mobile 

business oriented platform for developing mobile enterprise apps 

with minimal coding, ClickMobile pre-packaged solutions,  

and a wide collection of mobile apps stored at the ClickAppStore.  

Mobility is fantastic, but without scheduling 

you are missing a big trick… 



Where does work come from? 

Plant 

Maintenance 

Legacy 

Systems 
CRM Remote 

Sensing 

Businesses & Homes 

Customers & Citizens 

Infrastructure, Equipment 

Physical Assets 

Fire, Police, Hospital, Social 

Essential Services 

When, where, priority, SLA, cost, parts, materials, vehicles, dependencies? 

Employees Contractors 
Who should 

do the work? ? ? 
• Availability 

• Location 

• Skills 

• Cost 

• Availability 

• Location 

• Skills 

• Cost 

Optimised scheduling is critical for effective 

service delivery within Multi-Utilities 



Single Instance across all lines of Business 

ClickSoftware 

Maintenance 

Operations / Inspections 

Outage Management 

Contractor Management 

Billing 

Meter Reading 

Capital Construction 

Short Cycle Work 

Long Cycle Work 

Crew Management 

Task Dependencies 
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 Sewerage Water Projects Waste Ops Billing Metering 

Network faults & 

Outages 

Integrated Planning 
Service 

Optimisation 

Mobile Workforce 

Management 

VISION - A truly Enterprise Solution for all of 

the city’s service delivery needs 



 

Demand Forecasting 
What is my future demand? 

Where will it be geographically? 

How will it be split by work type? 

What impact will a weather event have? 

What’s the impact of a capital project? 

What  load will a new contract bring? 

 

1 

 
Resource Planning 

Where am I over capacity? 

Where am I under capacity? 

What if cross train my Engineers? 

What  if I use sub contractors? 

What if I recruit more people in a given Region? 

 

 

2 

Shift Rostering 
How best do I apply shift patterns 

against my resource capacity? 

How do I manage unplanned events? 

How do I monitor for rule violation  (e.g.  

work and time directives)? 

How do I allow my employees to check 

what shifts they are working or swap? 

 

3 

Scheduling & Optimisation 
What resource, with the right skills, 

in the right location, with the right parts 

& capital equipment can do the work at 

the lowest cost  and meet the SLA? 

KEY FUNCTIONALITY; Street level 

routing, contractor view, short and long  

duration work manag’t, GPS tracking, 

continuous real time optimisation 

4 

 
Mobile Work Management 

What work do I have to do and when? 

How do I do the work  (context  

sensitive intelligent scripting)? 

What data do I need to capture? 

What is the asset history? 

What is the best route to my next job? 

How can I automate time sheets? 

 

 

5 

Service Analytics 
How do I measure & monitor my KPI’s? 

How do I tune my job durations? 

How do I measure individual  

performance? 

How do I put this information into a 

visual format? 

How do I structure my historical data   

for my demand forecasting? 

 6 

Service Chain Optimisation 



Put simply… 

How much work am I 

expecting in the next 

week/month/year? 

Do I have the right 

number of resources who 

can do this work? 

How can I allocate shifts 

to these resources in the 

most optimal way? 

Once these resources are 

available to work, how can 

I give them tasks in the 

most optimal way? 

Demand 

Forecasting 

Capacity 

Planning 

Task/Appointment 

Scheduling 

Shift 

Scheduling 

Put simply…. 



Goal & Obstacle or Business Problem: 

• 33%  improvement in 

the level of service 

• 24% Reduction on the 

average travel per job 

• 95% Decrease in work 

backlog in  key process 

areas 

• 11% Decrease in the 

amount of overtime  

 

 

Anglian Water Services - 

Located in the E. England 

and serving the needs of 

around six million 

customers 

 

Primary focus is to provide 

high quality drinking water 

and wastewater services  

 

“ClickSoftware’s versatility 

was an important benefit 

in handling demand, from 

short-cycle meter reading 

through long cycle 

projects” 

Goal: To improve the service 

quality level, the efficiency of 

field resources, and fulfilment 

of future infrastructure 

development needs 

 

Challenge: To improve 

customer service within the 

framework of regulatory 

compliance on cost and 

efficiency  levels 

 

Solution: demand forecasting, 

resource planning, automating 

and optimizing scheduling  

 

 

 

Value & Benefits Achieved 

USING: ClickPlan, ClickForecast, ClickSchedule, ClickAnalyze  

What are our “competitors” doing? 




