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MENTAL HEALTH

RMent al heal th 1 s abemdtlzateaablesf ment al
people to cope with the stresses of life, realize their abilities,
|l earn well and wor k wel |

- World Health Organisation
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The Body and the Mind

o o Do Do

SLEEP

Sleep hygiene (routine)
Your environment

Avoid eating large
meals close to bedtime

Avoid bedtime caffeine
(like coffee), alcohol or
nicotine

Avoid screens before
bed

To o

DIET

Have balance in your
diet
Avoid being so

regimented that food
becomes unenjoyable

Stay hydrated

Be aware of the
impacts of alcohol and
caffeine

A

PHYSICAL ACTIVITY

It is recommended to
do 150 minutes of
physical activity over a
week

Exercise can lower the
risk of many diseases
and health issues



Mental Wellbeing

Evidence suggests that there are 5 key steps to supporting
our mental wellbeing:

Connect with other people

Be physically active

Learn new skills

Give to others

Pay attention to the present moment

Ok whE



The Barriers

AECul tur al ce
AStigma
ADifficulty communicating
AMisunderstanding/lack of awareness
AChanging behaviours

AL ogistics

ATime and cost
ASystemic barriers for different demographics



A DUAL OPPORTUNITY

- Role modelling and self -care
- The individual and the collective



Please download and install the f~

slido Slido app on all computers you use Lo J

Questions for Anastasia

Start presenting to display the poll results on this slide.
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NORTHUMBRIAN

WATER (iving waler

LOWERING CUSTOMER EFFORT
TO REDUCE COMPLAINTS

Lisa Conne | 09/10/2024



« 2.7m customers

« Water production
and distribution

« Sewerage and
wastewater treatment

ESSEX&. SUFFOLK
WATER (i1,

« 1.8m customers

« Water production
and distribution

.....

WATER

« 44 impounding reservoirs

« 57 water treatment works

« 344 water pumping stations

« 338 water service reservoirs
25,545km water mains (16,000 miles)

SEWERAGE

« 418 sewage treatment works
« 765 sewage pumping stations
« 29,724km (18,000 miles)

PEOPLE
« 3,000+ employees

OUR PURPOSE IS

Caring for the essential needs of our
communities and environment, now and for

generations to come.

We do this by providing reliable and affordable
water and wastewater services for our
customers.

We make a positive difference by operating

efficiently and investing prudently, to maintain a
sustainable and resilient business.

NW ESW




Wr COLLABORATING TO SUPPORT OUR CUSTOMERS

HOW WE CAN HELP OUR CUSTOMERS

T T

14

Flexible payment
plans

Set up a payment plan
with payments you can
afford. You can also
choose when to pay

Set up a payment plan

Low income discount

If your household income
is less than £17,005 or
you receive Pension
Credit? You can receive
up to 50% off your bill

Apply now

Water Direct - using
benefit payments

Water Direct can help you
pay your bill direct from
your benefits

Apply now

Debt support

We can refer you to our
free debt advice and
support organisations to
help you manage any
debt

Find out more

Payment breaks

A payment break can you
help if you've lost your
job or had an unexpected
change in income

Apply now

Benefit checker

Check to see if you're
receiving all the benefits
you're entitled to. You
may be able to get more
help from the
Government

Try Policy in Practice’s
calculator

Bill cap scheme -
WaterSure

If you have a water
meter, receive benefits,
and either have a large
family or someone has a
medical condition and
use lots of water, we'll
cap your water bill

Apply now

Money and mental
health advice

We can offer advice and
support, especially if
you're feeling stressed
and anxious about money

Find out more
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(M,,Ngwwg, LOWERING CUSTOMER EFFORT

PROACTIVE IDENTIFICATION

Previous Customer Journeye.

o0 Customers missing out

0 Low awareness of eligibility

- — —

New Customer Journey...... n

o Proactive eligibility check

0 Reliance on customers to seek discount

o No customer effort

o0 Annual reassessment

16



o
W LOWERING CUSTOMER EFFORT / :
Policy in Practice

PROACTIVE IDENTIFICATION

0 BILL ™ B
2 =
40,000 25.000 Af_fordable
Monthly Accepted Bills and

Checks Payments

17
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INSTANT VERIFICATION FOR TARIFF ACCEPTANCE

Previous Customer JoUTl N — -

Yeur paymenl this month &

£2057

B will b pakd into your Bank by 23th Saplember J014

o No online option to apply

Haw we calculate your payment

o Customers having to send in proof of eligibility el |~ T T°F
O Repeat Contact :.m::'::m.,_... Exnoe wx
New Customer Journ ey """ Based on the information you
provided, you are eligible for
0 Instant decision a discount on your bill

We have received your reguest and our team will be in
touch with you in the next 10 working days to confirm

0 Assess all occupier's income at once B St i e
o0 Check no other occupiers undeclared Ao e on umhore
6986072715

o Automation of discount application _
18 Back to My Account



NWG

liwving waiter LOWERING CUSTOMER EFFORT

INSTANT VERIFICATION FOR TARIFF ACCEPTANCE

v

7,500
Applications

19

BILL E

85%
Accepted

o
| Policy in Practice

PAYMENT
SCHEDULE

- v
| v——

Affordable
Bills and
Payments



NWG
(aving water

LOWERING CUSTOMER EFFORT

HOLISTIC SUPPORT IN PARTNERSHIP WITH POLICY

Previous Customer

o Customers having to understand
different tariffs

o Complex processes

0 Repeat contacts

New Customer Journey......
o Best tariff for both water and sewerage
0 Income maximisation

0 Instant acceptance

20

—  Benefits breakdown

IN PRACTICE
Jour neyeé

Breakdown for Universal Credit - Monthly

Total benefits

Universal Credit

» How we worked it out

Child benefit

PIP /DLA / AA

Carers Allowance

Council Tax Support

» How we worked it out

Eligible

£544098

£3522.03

£404.73

£1065.13

£354.90

£94.19

£4083.35

£3323.72 &

£404.73 &

£0.00 &

£354.90 &

£0.00 &

Water Charges

Automatically eligible for PSR?
Discuss the Priority Services Register and ask if they would like to sign up.

Different water or sewerage area?

Water Sewerage
You are billed by: Essex and Suffolk Anglian
Standard monthly charge: £16.29 £2213
Recommended tariff Low Income Pensioner Extra LITE
name: Discount
Recommended tariff £8.15 £11.07

50% discount 50% Discount
£230.40

Unclaimed

£1357.63

£198.31

£0.00

£1065.13

£0.00

£94.19



NWG

liwving waiter LOWERING CUSTOMER EFFORT

- BILL E

12,000 85%
Applications Accepted

21

o
| Policy in Practice

HOLISTIC SUPPORT IN PARTNERSHIP WITH POLICY IN PRACTICE

PAYMENT
SCHEDULE

v
R

Affordable
Bills and
Income

Maximisation



o
M% LOWERING CUSTOMER EFFORT / :
P

olicy in Practice

CUSTOMER FEEDBACK

Because | felt happy after the experience. Because it
was very easy getting the help | wanted.

Excellent service! Quick and efficient service

Request to help my daughter who is on benefits to
have her bill reduced and satisfactorily answered
and actioned

"10"Excellent customer service and extremely
helpful in a difficult situation

No matter what my query NW have the best
customer service - are knowledgeable and | have
full trust in them

22



Y

THANK YOU

Any queries please get in touch
Lisa Connell T Customer Service Manager i Lisa.Connell@nwl.co.uk

09/10/2024
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Supporting Customers in Highly
Challenging Circumstances:

Strategies and Best Practices



Leveraging Technology for Support
Lessons Learnt

Agenda Items

|
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Understanding Challenging
Circumstances



ldentifying different types of
challenging situations

Other unexpected events such as political
unrest, technology breakdowns, or supply
chain disruptions can also impact customers.

CONFERENCE PRESENTATION




Psychological Impact on
Customers

It's important to recognise the psychological
effects customers may experience and take
steps to support them during these times.

CONFERENCE PRESENTATION 29



Common customer reactions and behaviours

Frustration

Customers may become frustrated when they encounter
roadblocks or experience delays in receiving support. It is
Important to acknowledge their frustration and work
towards finding a solution that meets their needs.

Anger

Customers may become angry when they feel that their
needs are not being met or when they encounter poor
| service. Itis important to remain calm and empathetic in
these situations and work towards finding a resolution.

Confusion v

Customers may become confused when they encounter
complex or technical issues. It Is important to provide
clear and concise explanations, and to avoid using
technical jargon or language that the customer may not

Wderstand. »

&ER?C PRESENTATION 30




Effective Communication
Techniques



Active Listening and Empathy

By listening attentively and
understanding the perspective of others,
we can provide better support and build

stronger relationships.

CONFERENCE PRESENTATION




Clear and Compassionate
Communication

CONFERENCE PRESENTATION



8/05/20XX

M

De-escalation strategies

By remaining calm and using effective
de-escalation techniques, we can
resolve conflicts and support our

customers effectively.

CONFERENCE PRESENTATION




Building a Supportive
Environment



Training staff to handle difficult
situations

By providing staff with the tools and
skills they need to support customers,
we can create a culture of support.

CONFERENCE PRESENTATION




Providing Resources and Tools
for Staff

Importance of Resources and Tools

Providing staff with the resources and tools

they need is critical when working in

challenging circumstances. It allows them to

better support customers and provide high -

guality service. -

Access to Information . | b
orm T A

Providing staff with access to the |
they need is important for them to be ab
support customers effectively. This dncl
Information about products, servic
policies. o~

Staff wellbeing

Providing staff with the right tools reduces_.. prlb
stress and looks after their wellbeing. Havmg '
access to technology, such as software,.and-... . o
communication tools, is important. for. thémte\ - -
be able to support customers effectlvely e — - ¥ :

¥ T . N ﬁ.\"‘"‘""




Proactive Problem-Solving

Case Study - Debt Outreach programme to work
with a higher vulnerability group and focus on
support



London Borough of Barking & Dagenham (LBBD) council serves nearly 220,000 residents living and,
in doing so, faces particular challenges.

Residents in every ward face high physical and financial barriers to accessing housing and other
services, whilst the borough has pockets of deprivation which are amongst the highest 10% in the

country.

It is also very culturally diverse, with over 180 languages spoken. Whilst the vast majority of resident
speak English, a small percentage have either poor or no grasp of the Englistanguage.

These are just some of the socieeconomic indicators which can impact demand for, and may impede
access to, local authority services.

LBBD recognises and addresses those challenges, in line with its corporate visionOne borough; one

community; no one left behind



Debt Outreach programme

1. Pilot targeted residents:

a) with multiple debts ( ctax and rent
arrears)

b) with vulnerabilities (e.g. mental health,
DA)

c) who are more likely to benefit from
debt support
2. While also:

a) removing the third -party team

b) text messages as a partial substitute for
a call

Open Council Tax debt (total due) > £600

Rent Arrears > £300

gdat U

an

To oo To T

Have never had a DHP;

At least 1 risk factor, and;
Are / have not been known to the Ham Hub;

and

Mobile phone number on record

200 hholds

HaM Hub: Text offer of

support. If no response
a single call is made.

Total debt due £1,417,482

Average HH £7,087
debt

-

\193 hholds

Control:

Business as

usual

Total debt due

Average HH
debt

v

£714,118
£6,933

Measure debt reduction,

enforcement and support




Key lessons: The approach works, is very good value for money
and is much better for residents. We want to do more!

The pilots achieved very good results and
brought in an additional debt collected of £75k
In Ctax and £223.5k for rents over the 4 months
of the pilot

1.

Reduced debt owed and increased payments
to the council

Increased support for residents in the form
of DHPs, benefits, debt advice etc

Reduced enforcement action against
residents

Residents really appreciated this data
driven, and yet human approach

Early signs of wider benefits e.g. mental
health.

SO w e wa n-t t

Qu

1. Build debt outreach into business
as usual: e.g. a proportion of
HAMHub dedicated to proactive
outreach. Which debt cohorts
might we target next?

2. Where else should we be doing
this?

A Public health?

A Older adults dfalls, assistive tech?
A Chi | dgEarly Hedp?

(



Completed 3 pilots and shown better support for residents
and savings for Council. We are building this into business as
usual as part of the localities programme

Debt outreach pilot
1: Does a friendly
call encourage
people due to go to
court to pay their
arrears?

Debt outreach pilot
2: Can a text
offering debt
advice engage
vulnerable people
on debt? Does this
improve their
situation? Does it
improve Council
Finances?

Debt & mental
health outreach:
Does an offer of
debt advice and
wider services
support residents
in debt and with
mental health
needs?

Completed with
debt outreach built

into business as
usual

Homelessness
outreach with CHI:
Can we predict who
will become
homeless? Can we
reach out to them
and prevent
homelessness?
Does this save the
Council money?

Frailty outreach :
Can we reduce
demand in ASC by
identifying our frail
cohort and
supporting them
before they come
to the front door?



Leveraging Technology for
Support



Data Analysis for Improving
Customer Support

CONFERENCE PRESENTATION



Lessons Learned from Challenging
Scenarios

Importance of Reflection

Reflecting on past challenging scenarios is ke

learning and improving support strategies. E
back, we identified what worked and g-
work and applied those lessons to fu

pate

Effective Communication
2

Effective communication is cruci
challenging scenarios. By )_.f
honest, and respectful comn n
customers, we built trust an
heard and supported.

=5

Collaboration ;
Collaboration between team J
departments was key to res

scenarios. By working tog
individual strengths and ex

solutions to complex pro o r o #
{ %;

g
Aged
d found effective




Conclusion

Effective customer service

A Supporting customers during challenging
circumstances is critical to providing effective
customer service.

Techniques for support

AUnderstanding different types of challenging
situations, using effective communication techniques,
building a supportive environment, proactive problem -
solving, leveraging technology, and learning from
each other.



Thank You

LinkedIn: Sabina Onwuka

*photo by Payman Shojaei
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THE POWER OF THE MIND

TURNING SETBACKS
INTO SUCCESS

WITH SCOTT HARDIMAN
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