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Breakthrough Performance
Further, faster, together

Severn Trent Water
Manager of the Year

2016 National Planning Conference
29th November, Nottingham
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Thank you to our Sponsors
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Severn Trent Water

3

ƴ Introduction

ƴ Case Study presentations

ƴ Table Buzz

ƴ Q&A

Contact the presenter or the 

Forum team if you would like 

support in this area. Take time to 

speak to the presenters at the 

break. 

-Richard Abdy-

Membership Manager
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Breakthrough Performance
Further, faster, together

Severn Trent Water

Manager of the Year &
Highly commended Analyst of the Year
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2016 Planning Awards
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Neil Clarke

Manager of the Year
Scott Towers, Highly Commended

Analyst
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Neil Clarke, Manager of the Year

2016 Planning Awards



Å NatWest Bank ïmy first ñproperò job
Å Customer advisor for 

Derby area

Å Project support

Å Complaints Team

Å Credit Management

Å Specialist billing team

W
h
a

t 
m

a
ke

s
 m

e
 t
ic

k!

1990

Å Field Manager

Å H&S Co-ordinator

201020082004
Å Real Time Analyst 

Å Team Manager in 
call centre

Å Project secondment

Å Specialist Billing 
Team Manager

1996 2012

MYSTORYςb9L[ /[!wY9ΧΧΦ[9¢ȫ{ /I!¢ J

2014

T
h
in

g
s
 I
 l
ik

e

Å Manager for Ops Centre 
Panning function, Incident 
Management and Customer 
Duty Team

P
la

c
e

s
 I
 l
o

ve

Give me a kindle, a good malt and 
I`m sorted

I love science fiction

Italian is my favourite food and 
Sorrento my dream place

The historical figures I admire the 
most are Julius Caesar and 
Alexander the Great

If I could be an animal it would be a 
dolphin

My dream car is an Aston Martin 
DB9 (for now!)

Å Shift manager in 24/7 
Ops centre

Å Lead for C-SAT and 
Performance

Å Leader of Real Time Hub, 
looking after all #customer 
contact channels for STW

MY BIO AND STORY 
National Planning Conference

mailto:https://www.linkedin.com/profile/view?id=113377641&trk=nav_responsive_tab_profile


8

NATIONAL PLANNING CONFERENCE
THE START

Å Disparate teams, differing objectives 
and lack of communication

Å No voice & hidden away
Å Lots of activities and actions, value of 

outputs not recognised or known
Å Team of great people, not everybody 

aligned to our future state
Å Coming into being on the back of a 

transformation project that affected 
roles, structure, locations and activities

ÅCŀǊ ǘƻƻ ƳǳŎƘ ǊŜƭƛŀƴŎŜ ƻƴ άƘŜǊƻŜǎέ ǘƻ 
make a difference

ÅWhat we did have though was a plan, 
energy, trust and integrity!!!
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NATIONAL PLANNING CONFERENCE

¢I9 Wh¦wb9¸Χt!w¢ м 
ÅWe have secured investment in people and 

technology
ÅWe are visible and have input ςrecognised as 

an essential part of running the business
ÅWe have invested in our people and supported 

them 
ÅWe know where we want to be better and have 

the drive and skills  

Å And we have delivered!
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NATIONAL PLANNING CONFERENCE

¢I9 Wh¦wb9¸Χt!w¢ н 
²Ŝ ǿŜƴǘ ŦǊƻƳΧΦ  

¢ƻ ǘƘƛǎΧΦ  

Å Projects not delivered
Å Engagement and culture
Å 50 FTE removed from budget
Å Team attrition 
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NATIONAL PLANNING CONFERENCE

THE FINISH 
L ŘƻƴΩǘ ōŜƭƛŜǾŜ ǿŜ ŜǾŜǊ ǘǊǳƭȅ ŦƛƴƛǎƘΧΦ

ÅWe have to continue to show our worth
Å Demonstrate our capabilities and abilities to an operation under pressure
Å¢Ƙƛƴƪ ƻŦ ǿƘŀǘ ŎƻǳƭŘ ōŜΧΦƴƻǘ Ƨǳǎǘ ǿƘŀǘ ƛǎ
Å Lead by example
ÅMake the small wins every day 
Å Invest in and develop our people

Thank you for your time and patience.!
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Scott Towers, Highly Commended Analyst

2016 Planning Awards
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Introduction

ƴ My Background.

ƴ My Journey.

ƴ My Role/Why am I different?.




