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Operational Delivery

Steve Marsh - Field Service Manager

Hayley Dilorenzo — DSM Planning & Scheduling Manager z

Contractor Partners

Kevin Armer- Framework Manager

Rachel Isaac — Planning Team Leader

Darren Scollins — Operation Support

Agenda < X
e Structured for you ____
* Continuous Improvement

* Continuous Improvement Partners
* MPS4 & Water on Dates

* Assets fit for the future

* Future enhancements

* Summary

i,  Operational delivery #2815092 Wiater for the North West



Structured for YOU

Field Services Manager

Self-Lay team
0345 026 8989
(Option 1) Chris Heywood

Charlie Stuart

Framework Manager

i

x4 Construction Engineers

Operations Manager (North)
Michele Bower

Tom Walsh

Steve Mullane

Operations Manager (East)

I

x6 Developer Services Inspectors

Chris Heywood

Stewart Rice
Charlie Stuart

i

Operations Manager (West)

Michele Bower

Tom Walsh




Continuous Improvement #Easytodobusinesswith

* In 2021 Contract award for
2yr extension

* Introduction of new work
management system ICS

» Selflay team established with
one point of contact

* Developer services inspector
Recruitment

* Management structure set up

*  Meter tagging introduced

e Contact us was removed
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Continuous technical
forums

Vyn capture asset
reporting

Improvement to meter
tags

Pre quote surveys
Working to WOD and KPI
measure

Environmental incentive
Review of 90-110mm
connection

Daily network plus
performance meetings
90-110mm Connection of
existing deployed

Prestart meetings with
construction engineers
Asset capture to Developer
Field Services manager
Customer care team
Contract award submission

SLP Meter reporting .



Continuous Improvement #Easytodobusinesswith

In 2023 as a trial, we introduced a ‘case
Supervisor’

Setting up Traffic management ahead of
the works

Letter Drops

One point of Contact

New on-site parking suspension cones
and signage

Reducing outstanding backlog of works

Competent training and skilled
work-force who can deliver
expected UU standards of delivery
Pre-Quotes

Pre-Site Survey process

'3

(U

Let’s make
it happen

Daily network meetings
Customer liaison with the Construction
Engineer to minimise any disruption to
Water On Dates

UU Planning and Scheduling manager
Reviewing all TM activities for AG function,
correct TM requests and ensuring AWS are
in place

Reduce abortive jobs (target?)

Increase capacity for gangs to stay longer
on site to complete works




Water On Dates & KPl = Performance (12 months)

Timescales
AN

WATER ON DATE COMPLIANCE KPI-PSD Within 4 Days

DD COMPLIANCE - WITH AE 4Day SLAN+toUU
100.00%

100.00% 100.00% 100.00% 100.00%

100.00% 100.00%

100.00% 100.00% 100.00%

98.91%

53.33%

96.76%

October November December January February March April May June July August September

December

November

October January February March April May June July August September

[ gtf,’l’,ffef Water for the North West



Reporting to US

Failure to report

(o 5 working days
domestic

e 1 working day
commercial

e Notify

Currest Connectio

Case I Meter Number
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* Network Plus 98.2%
¢ SLP performance 34.6%
* Non Household measure

.

(e FY 2023/24
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* 800 non

notifications

¢ £79,200

What we are doing for you
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PLOT Details®

Mater 1o be installed by~

Coomem or Dom™

Target (Month & Years

Connection Date”

House Humber

e Charge
e Non notification £80
per connection

e Service connection
admin charge £19

- J

SLP Meter Reporting

LM12345 Grasmers House Warnmnglon

PLOT. 1. LINGLEY GREEMN AVE

FlawApartment Humber (Le. Flat 1}

Building Name (Le. Cromplon €ourt)

Street Name*

Post Code”

Case Mumiber

Case 1D~

Meve Business Fark, Lingley Groen Ave

WVAS 3LP

123456

12344000004 18 1 ARABC



Asset capture and reporting to completion Water Without WO""J

System in place to capture and share . United
good/bad defects with Vyn Utilities

- _—

[ > |
Right first time — minimal disruption m vyn

SmartVideoNotes

How does Vyn work?

Future resilience for customers

Vyn SmartVideohotes Press Submit to upload Performance Dashboard

guide and prompt you on your : and KPis
mobile device even offine i

More opportunities to share best
. Record your Vyn Tracking + Collaboration
pra Ctlce + Resolution

Customer experience mm
Latest Report Jun 11,2024 m Defective Jun 11,2024 22 m

Latest Report Jun 11, 2024 m Accepta... Jun 11,2024 22 m

Latest Report Jun 11, 2024 m Defective Jun 11,2024 22 m

Latest Report Jun 11,2024 m Defective Jun 11,2024 22 m

TOOlS provided to denver Latest Report Jun 11, 2024 m Defective  Jun 11,2024 2 m
Latest Report Jun 11,2024 m Defectve  Jun11,2024 [EE] m

Latest Report Jun 11, 2024 m Defective Jun 11,2024 22 m

Latest Report Jun 11, 2024 m Defective Jun1 m
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. Latest Report Jun 11, 2024 m Defective Jun
Water without worry ettt w200 [ vcfece  hn

1,2024 22
1,2024 22
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We have been carrying out visits to your
development and have been identifying
assets that are not operable or adoptable.

We are doing it different, and now
reporting these back to you (Developer)

We are going to provide you with clear
information to put it right, to cause less
disruption to your customer and you

We are going to make this happen and
we are going to repair, restore the assets
to an adoptable state.

We support you on how to make this
better, getting it right first time,
awareness with posters and toolbox
talks.

This is our promise to you and your
customer. That they have assets fit for the
future.
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Its all about Service Delivery

New contract “Planned
Start date” KPI

New Co-Located Structure 0.0
r Y
UU/Network Plus

m

C

Getting water to site when UU led planning calls -

—~
customers need it — _—\:\-7) ensuring customer at the —:\\9)

Performance tracked heart of what we do

Collab approach to in-day

. O
jeopardy management. @ @Reviewing implementation //37

Morning call — Afternoon of - Day after courtesy calls
update

2\ Look ahead Contractor Collaboration

Communications

After Care




Key point summary

Selflay contact One point to get your project to the right person
Water on dates (WOD) Clear deliverable date early issues identified
Managers set up for you Clear accountable managers in each section

Meeting cadence All provisional dates shared with you; work order
provided.

Meter reporting Saving you money minimise penalties
Asset capture Providing assurance to you and your customer

Future enhancements, what's coming Contact on the day, Vyn technology self-reporting

[ 3{}1’,‘;2? Water for the North West
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