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Why does CX 
matter for water?



A vital commodity
Water companies have long been focused on delivery to customers, 
less so on engaging with those customers. With an efficient service 
and a captive audience, you’ve never really needed to be. 

As domestic water supply is determined by geography, domestic water customers 
can’t ‘switch’ unlike power utilities.

Water is our most vital commodity, population growth and environmental impacts are 
driving the need for suppliers to collaboratively engage with consumers on issues 
such as fair use, water quality, conservation and response to events such as leakage 
or collections.



Under
 the

bridge

Until now, there has 
never been a greater 
need for water 
companies to learn 
the CX lessons from 
consumer brands and 
engage effectively and 
creatively with their 
customers.

But now Ofwat has extended 
the ‘reputational incentive 
mechanisms’ by which water 
companies are measured and 
funded.

Providing an excellent customer 
experience is deemed as 
fundamental for maintaining trust 
and confidence in the water 
sector. The measures C-MeX 
(Customer Measure of Experience) 
and D-MeX (Developer Measure 
of Experience) now apply to the 
17 largest water companies in 
England and Wales until 2025.



With customer experience (CX) now front of mind, 
there has never been a greater focus in the water 
industry on innovation and collaboration both with 
customers and each other. This can be seen in 
Ofwat’s Innovation Fund and the Water Innovation 
2050 Agenda.

This new situation calls for a new approach.

Innovation agenda

https://www.ofwat.gov.uk/wp-content/uploads/2017/12/Final-methodology-1.pdf
https://www.ofwat.gov.uk/wp-content/uploads/2017/12/Final-methodology-1.pdf


“We do not have enough coders, we don’t 
have enough traditional developers to 
create the thousands of process automation 
projects we need to fill the CX gap.” 

-
John Rymer - Forrester            

‘Innovation’ in the water sector has traditionally been led by 
engineering or physical infrastructure – a new type of pump, 
filter or treatment process. 

But the consumer is now taking centre stage. Answers to 
the new engagement challenges lie with digital services – 
previously the preserve of billing only. 

User-friendly tech is no longer a nice-to-have luxury.



Why start from here

If you had the luxury of starting from scratch, you would not rely on legacy systems.

Your solution would be based on what your customers need, not dictated by heritage. Paper-based and 
manual processes wouldn’t be holding you back and you’d have an abundance of digital skills in your 
organisation to meet your needs.



When you 
can start 
from 
here

The beauty of the Liberty Create low-code 
platform is that you HAVE already got the 
people and skills to help build what you need.
Netcall’s Liberty Create is a low-code platform – an easy to 
learn system that lets non-developers build, test and launch     
applications without writing code, all under the governance and 
control of IT.

It’s a much more organic approach, rooted in practical reality – so the 
people who understand what’s needed in a process can design it. 

Create integrates with your existing systems, taking data from each system it needs to. You can continue to benefit from the 
technology investments that you’ve already made, and use it to provide your customers with first rate customer service.

https://www.netcall.com/platform/low-code/


Traditionally consumers only contact their water 
supplier when they move house, start or stop a 
connection, or if there’s some sort of problem 
with service or billing.

But, as with so many things, COVID has 
changed that situation dramatically.

A practical 
example



The world is a different place now

This is obviously a very difficult time for everyone. But some 
people have lost their jobs and/or their incomes, and the last 
thing they want to be worrying about is how they are going to 
pay their water bill. Citizens Advice estimate 6m people are 
behind on water payments as a result of COVID.

All water companies in England and Wales are striving to help 
customers struggling because of Coronavirus in one way or 
another; actively encouraging customers to take advantage 
of the help available through various affordability schemes, 
payment holidays and rate reductions.

And that’s great. What it has precipitated though, is a big surge 
in the sheer volume of people who now need to contact their 
water company. 



Please hold. 
Your call is 

important to us.

The water company model involves a very large 
number of small customers. 

And if a large proportion of those customers 
suddenly want to talk to you, dealing with them 
all individually – on the phone, say – can quickly 
begin to cost you more than the bills are worth. 
That way lies ruin.



Please hold.
What you need is an online system that can gather all 
the necessary data, and make suggestions based on 
what’s available and what each customer needs. A 
system that you can build yourself, and tailor precisely 
to your needs. In a few weeks, or even days. 

And that’s what Netcall gives you. We understand 
customer experience (CX). It’s our heritage.



 “I’ve found the best things about Netcall’s Low-code are 
how fast it is to build and that even ambitious end-to-
end projects are possible. It’s intuitive and open, we can 
easily access data and connect to other systems. The 
forum on the Community is also fantastic – the Netcall 
team respond and contribute regularly. It’s far from a 
faceless tech company – we’ve met several of the team in 
person. Knowing the people behind the product has made 
our ongoing communication fast and constructive, so the 
support is as efficient as low-code itself.”

James Bovington, Senior Digital Developer, Adur & Worthing Councils



Water 
LaunchPad

Water LaunchPad is a starter pack bringing 
together everything you need to accelerate 
time-to-first-app, including software licences, 
training, AppShare and Community access. 
It’s a set of pre-built applications specifically designed to help 
water companies quickly improve the experiences of customers 
and property developers. 

You can empower your own people to create, not just suggest. 
And you can get to outcomes quickly – measured in days and 
weeks, not months and years – deploy quickly, improve and 
refine, and see the value fast. Rapidly replacing clunky, disjointed, 
time-consuming customer interactions with smooth, seamless, 
automated processes. 

https://www.netcall.com/resources/water-launchpad/
https://www.netcall.com/resources/water-launchpad/


Water LaunchPad apps

These pre-built apps provide a range of tools built on the Liberty Create 
platform, designed to get you up and running on it almost instantly.

Payment Support Portal a self-service 
portal enabling consumers to avoid defaulting 
on payments by agreeing a new interim 
schedule, within pre-defined acceptance 
criteria and based on their individual 
circumstances. Only exceptions would 
require the involvement of an operator.

Virtual Visits everything to help minimise 
or eliminate site visits from scheduling and 
diagnostics, including using video calls, to 
parts and fix information. 

Water Supply Application for developers 
to apply for water supplies, streamlining a 
traditionally long and complex submission 
process. Property developers can even 
see the status of an application, reducing 
follow-up calls.

Customer Surveys gives you the tools to 
run your own surveys to measure customer 
satisfaction levels and make your own 
adjustments as necessary.



Water LaunchPad also adds a range of 
useful utilities like video calling to speed up 
diagnostics, and automated Emergency Alerts 
to some or all of your staff in the event of an 
emergency via text or email.

There’s a Pre-Supply Questionnaire, to help 
collate information so applications are more 
likely to be successful first time, a Visit 
Booking app to schedule visits and remote 
visits for staff, and a Who’s On? function to 
give you complete visibility of which of your 
staff are working, or unavailable through 
sickness or holiday.

The package also includes training on the 
Create platform and mentoring to help 
your team maximise the potential of the 
apps for your business.

Other benefits



 “You can start genuinely small and really drive that 
change through. Deliver great value, and that’s the 
things that starts the journey.”

Enterprise Architect in the Chief Innovation Technology office, ground transportation company



Low-code is low risk
Automation reduces costs by speeding 
up the routine process. ‘Right first time’ is 
quicker, your customers are happy and your 
reviews get better.

You can make it all low risk, start small, roll out 
successes and scale it up as you go. It’s fast, 
collaborative and measurable.

It’s also easy to change, which means 
you can adapt as you need to, so it’s 
effectively future proof.



Better visibility means measurable results, so 
you can track performance and easily identify 
areas to improve.

It’s very easy to see the value compared to 
‘traditional’ methods, building applications up 
to 10x faster with fewer resources. Also, the 
system doesn’t junk your legacy systems – it 
retains and uses them, making the most of the 
investments you’ve already made.

Create is very easy to use, and quick and simple 
to learn – three days training will get staff up and 
running and starting to see results. 

The business case



Introducing 
Netcall

We are a mid-sized British company with real 
people you can talk to about the software 
– we’re not a giant faceless technology 
company overseas – and make sure you’re 
getting the technology that’s right for you.

Your people using it can talk directly to the 
people who have developed the software, 
to help them discover what it can do, and 
how it can make your systems the best they 
can be.

The system is collaborative. We install it, train 
your people, get you up and running, and 
we’re always there to help out if you need it.

Welcome to the low-code revolution.

Request a demo

Want to see Liberty Create 
in action?

Read more - Water LaunchPad 
feature sheet:

Water LaunchPad

Ready to get 
started?

https://www.netcall.com/try-create/
https://www.netcall.com/resources/water-launchpad/
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