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Investing €2.7 billion to improve essential services 
for over three million people in the next five years
Dŵr Cymru Welsh Water is a not-for-profit water and wastewater utility that serves most of Wales 
and Herefordshire. It is a company owned on behalf of its customers and its vision is to earn the 
trust of customers every day. As a nonshareholder company, it reinvests any gains into 
accelerating investment, reducing bills, and helping customers who struggle to pay their water 
bills. This business model focuses on maintaining and improving services while also seeking to 
reduce operating costs and deliver even more value to customers by cutting the average 
household bill by more than 9% by 2025, compared to 2019 and 2020 prices. 

With the help of simplified processes and faster response times, Welsh Water can provide an
improved customer experience, beginning with faster customer support and leading to a  
reduced cost to serve.

How Can Simplified Processes and 
Faster Response Times Lead to 
Improved Customer Experiences?

Picture Credit | Customer Name, City, State/Country. Used with permission.
Picture Credit | Dŵr Cymru Welsh Water Plc , Cardiff, Wales. Used with permission.



Before: Challenges and Opportunities
• Difficulty supporting and maintaining a complex and highly customized technology environment
• Roadblocks to reducing and harmonizing the average call handling time
• A business goal to improve customer experiences, with technology challenges limiting improvements 

for Welsh Water’s Operational Call Centre

Why SAP
• Leading CRM software, with the SAP® Service Cloud solution aligned to Welsh Water’s cloud-first and 

fit-to-standard strategies 
• A business outcome–oriented mind-set driven by the customer success manager and experts from the 

SAP Preferred Success plan
• Success checks that verify the efficacy of the new solutions across a variety of environments

After: Value-Driven Results
• Optimized three business environments for retail, wholesale water services, and developer services
• Set up the correct governance model, involving all relevant stakeholders, with guidance from 

SAP Preferred Success to make sure the services delivered are of true value to the customer
• Reduced the average handling time of customer support calls from 450 seconds to 390 seconds
• Reduced the user interface response time to from 4 seconds to 2.5 seconds
• Simplified release management and accelerated time to value by implementing relevant innovations
• Gained the ability to enhance new business processes through in-depth release guidance, continuous 

education, and innovation

Providing Better Services Even Faster with SAP® Service Cloud 
and the SAP Preferred Success Plan

“We work in close partnership with the experts from 
SAP Preferred Success, who we’ve embedded into 
our continuous innovation processes. We see these 
experts as part of our team for SAP Service Cloud, 
and we all work as one with business stakeholders, 
partners, and on projects. Services and support from 
SAP Preferred Success helped create a stable 
system for our critical Operational Call Centre, 
where we take emergency calls 24x7 using 
SAP Service Cloud.”
Fiona Warburg, CoE Manager, Dŵr Cymru Welsh Water

Dŵr Cymru Welsh 
Water
Cardiff, Wales 
www.dwrcymru.com

Industry
Utilities

Employees
3,500

Revenue
£780 million 
(US$994 million)

Products and Services
Drinking water and 
wastewater services

Featured Solutions and Services
SAP Service Cloud and 
SAP Preferred Success

60 second 
Reduction in call handling 
time

1.5 seconds
Reduction in user interface 
response time

©
20

21
 S

AP
 S

E 
or

 a
n 

SA
P 

af
fil

ia
te

 c
om

pa
ny

. A
ll 

rig
ht

s 
re

se
rv

ed
. ǀ

 P
U

BL
IC

 ǀ 
St

ud
io

 S
AP

 | 
70

95
9e

nU
S 

(2
1/

05
)

http://www.dwrcymru.com/


© 2021 SAP SE or an SAP affiliate company. All rights reserved.

No part of this publication may be reproduced or transmitted in any form or for any purpose without the express permission of
SAP SE or an SAP affiliate company.

The information contained herein may be changed without prior notice. Some software products marketed by SAP SE and its 
distributors contain proprietary software components of other software vendors. National product specifications may vary.

These materials are provided by SAP SE or an SAP affiliate company for informational purposes only, without representation or
warranty of any kind, and SAP or its affiliated companies shall not be liable for errors or omissions with respect to the materials. 
The only warranties for SAP or SAP affiliate company products and services are those that are set forth in the express warranty 
statements accompanying such products and services, if any. Nothing herein should be construed as constituting an additional 
warranty. 

In particular, SAP SE or its affiliated companies have no obligation to pursue any course of business outlined in this document or 
any related presentation, or to develop or release any functionality mentioned therein. This document, or any related presentation, 
and SAP SE’s or its affiliated companies’ strategy and possible future developments, products, and/or platforms, directions, and
functionality are all subject to change and may be changed by SAP SE or its affiliated companies at any time for any reason 
without notice. The information in this document is not a commitment, promise, or legal obligation to deliver any material, code, or 
functionality. All forward-looking statements are subject to various risks and uncertainties that could cause actual results to differ 
materially from expectations. Readers are cautioned not to place undue reliance on these forward-looking statements, and they 
should not be relied upon in making purchasing decisions.

SAP and other SAP products and services mentioned herein as well as their respective logos are trademarks or registered 
trademarks of SAP SE (or an SAP affiliate company) in Germany and other countries. All other product and service names 
mentioned are the trademarks of their respective companies. 

See www.sap.com/copyright for additional trademark information and notices.
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