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There’s nothing our customers in Clapham, 
Bedfordshire, don’t know about the work we’ve 
been doing outside their homes in Highbury 
Grove and Knights Avenue. For the first time, 
we have used every tool available to us to 
keep communication flowing – with letters, 
information events, newsletters, web forums, 
mid-scheme surveys and drop-in sessions 
at our Customer Support Unit (CSU) giving 
endless opportunities for our customers to  
stay informed.

“Previously, I might spend two or three 
hours each morning on the phone dealing 
with customer queries,” said Site Manager 
Paul Waller. “I would apologise for the 
inconvenience, listen to their concerns and 

Digging up roads to replace water mains can be a huge disruption while we look to 
improve service to our customers. During the 20-week Highbury Grove project, we 
pulled out all the stops to ensure our customers were not only kept in touch with 
what we were doing, but were happy with the way we were working.

When the first letter went out to inform customers of the road closures, 
a quick calculation had the Carter family panicking. If their sums were 
correct, the road outside their home would be a construction site 
exactly when their second daughter, Aria, was due to be born.

“We needn’t have worried as we explained the situation and the 
whole team was then alerted to the fact our driveway needed to remain 
accessible at all times,” said proud mum Kate. “We instantly felt much 
better about being on a road which was closed.”

Husband Steve added: “It’s been a really positive experience for us. 
We had also just had a new driveway laid and were worried it would 
have to be dug up for the work. But, when the CSU came along, we 
were able to get reassurance that would not be the case. It is really 
joined-up thinking by Anglian Water.”
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Customer Service Manager Grant Tuffs 
with the Carter family: Steve, Esther (2), 
Kate and two-week-old Aria.

Putting our customers at the 
heart of what we do

answer their questions before I could get on 
with the rest of the job. Those calls have not 
come in this time around as our customers 
know exactly what is going on and when.”

We have invested £480,000 in renewing the 
existing water mains in the 1,200m residential 
street. The project has proven a challenge 
with a large reinforced concrete “raft” under 
the carriageway which has been difficult to 
excavate through. However, it has kept on 
schedule to finish when promised.

The project was carefully planned in liaison 
with Bedford County Council Highways 
Team and National Grid Gas who were also 
planning major works in the area. With road 
reconstruction work originally planned for  

early this year, communication was key to 
making sure our customers were disrupted as 
little as possible. 

“We have, from the early stages of the 
project, had a focus on customer service,” 
explained Andy Barnes, Project Manager. 
“After some collaboration between the council, 
ourselves and contractors for National Grid Gas, 
the carriageway reconstruction was pushed to 
September to enable new gas mains and water 
mains to be laid first.”

That logical planning and liaison also means 
customer Vanessa Smith only had an area 
outside her home dug up once by us – rather 
than having a second dig carried out to install a 
pre-planned water meter.

Six weeks into the major job, the CSU was 
set up within the water mains pipe laying 
traffic management section of Highbury 

“When the surveyor came out, he suggested it 
would make sense for the water meter to go 
in while the pavement was being dug up for 
the water main replacement. Because of the 
ease of communication, it has been simple 
to arrange for that to happen. The customer 
service has been really good.”
Vanessa Smith, customer

Grove, giving Anglian Water a visible presence. 
Dozens of customers turned out, some with 
specific questions and concerns about access, 
driveways, noise disturbance and service 
connections, while others were simply curious.

“A lot of people said what a good job the 
team was doing and how courteous they were 
with helping people to access their homes,” 
explained Grant Tuffs, Customer Service 
Manager. “Even before this, we held a drop-in 
session at the village hall so from early on we 
gave customers the opportunity to find out all 
they needed to know. Customers just want to 
know what’s going on and we want them to 
be fully informed without having to ask. We are 
encouraging customers to sign up for alerts 
to the In Your Area section of the website to 
give them regular updates on work affecting 
them. Previously, they would contact our call 

centre and their query could go all around the 
houses before they got an answer. Now, we 
are giving them the opportunity to find out for 
themselves. We are looking to do more of this; 

this job could be the blueprint for the future.”
It’s the first time the CSU has been used on a 

live construction site, having been developed 
initially to act as a mobile office for emergency 
incidents and provide promotion at  
community events.

But, Grant says, good customer service runs 
through the business naturally: “We cannot 
stress enough how good our site teams are 
with customers. Across our schemes, the 
customer interaction is exemplary; they do 
what they can to help our customers.”

That help can be anything from carrying the 
shopping, to clearing access to driveways and 

scheduling work around customers’ comings 
and goings, where possible.

For Team Leader Michael Bryan, it’s about 
treating customers how you would want to  
be treated. 

And, according to Operative Steve Vaudin, 
that approach is working: “We are not getting 
many residents coming out and asking us 
questions on this job, because they know 
everything that’s going on already.”

Residents Lynne and Russell Page have 
felt fully clued up about the works. Lynne 
explained: “We have had letters informing 

us of the road closures. Of course, it’s slightly 
inconvenient, but it’s a necessity. There has 
been lots of information, so the more of that 
the better. We have noticed how good the guys 
have been at letting residents in and out. We 
realise it’s difficult for them, too, as they have a 
job to do.”

During the second visit from the CSU, 
customer Allan Prudham popped out to 
mention his low water pressure. Within 
minutes, the team had leapt into action and 
fixed it. “If you don’t ask, you don’t get,” said a 
satisfied Allan. “This is a really good idea as it 
gives people a heads-up on what’s going on.”

“We have had letters 
informing us of the road 
closures. There has been 
lots of information, so the 
more of that the better.” 
Lynne and Russell Page, residents

Above: Local resident Hoiyee 
Rodgers with Customer 
Service Lead Natasha Tuke.

Left: Team Leader Michael 
Bryan and Site Manager 
Paul Waller in conversation 
with a customer.

Back (L to R) Paul Waller (Site Manager), Colin Mercer (Excavator 
Driver), Luke Hollis (Operative), Sean Falsey (Lead Construction 
Manager), Shaun Preece (Operative) and Mark Cousins (Construction 
Manager). Front (L to R) Clinton McDonough (Grab Driver), Steve 
Vaudin (Operative) and Michael Bryan (Team Leader).

Operative Luke Hollis reinstates the path.Highbury Grove

“As much as we can, we help residents. If the 
customers are happy, we are happy as we are able 
to get on with our jobs. There is then that give and 
take and we can work around each other.”
Michael Bryan, Team Leader


