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“Protecting Consumers Through Behavioural Insights”, OECD (2016)
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DECISION MAKING IN
ACCORDANCE TO THE
CURRENT AND FUTURE NEEDS.

ACTIVE
COMPETITION

IMPROVEMENT ACROSS
QUALITY, PRICES AND
OFFERS.
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Source: CRC presentation to OECD Network of Economic Regulators, April 2017



ANAL® -Sls
MoalLr el

SERVICE
CHANNELS 4

; fiz s

CONSUMER CONSUMPTION
MANAGEMENT ¥

CURRENT CONSUMER CONSUMPTION
MANAGEMENT
(WEB PAGE AND CALL CENTER)

HISTORICAL INFORMATION (6 MONTHS)

YOUR CONSUMPTION (MINUTESIVOICE)

AUGUST SEPTEMBER




indeall Olmal wliglasy sl Jgandl © oy il

PUNPNIE i
Ll | JIJLSH o gery onda Cr-lﬁi-o ° le...’&ﬁ‘ g‘.vjlw‘
éij C)Lb.s..o“ sl wlls (Lo m)bu.o ¢ )jl.w.’.” &)b

17



L Eada )y 2ie loglally UL cp sl
iy wlobwdl e 453l B agd

S e Diboe 3 Liall B1bYI 1]

el Voud 5 Y I ol yil) il | Loglill ik

A A A A A

18



o ol ¢ L) 3 Liblaidl

S jaal) Ll ponS Lo pam Bamgll jau Bj, e wlgro dlgiull sy Ja (1) wlssldl Jp> ol
bovgil Gy lgial) Liplam iy Taal3l] “agior Loy 5,807 ¢ 5l U5 Sl (2) sonapsll o iy 3

3 LG o Uiy 5T 050 e ilis 1 Dolal Ll o panS B Sam gl e 08 el (1) dot
Al S8y Hlal Giog) Ll a0 3551 e dllgiadl 808 pap of pasll ooy sl

selud ol ) G0 Algidl pladinl bugis o sly Lplas oy "dyghe Lpals 8,05l ks 1(2) Ll
Ll Gagyadl 0o sl peSIl lral Bl sl sla| e lghiaud!

Lialae 0S5 Gl Ao pall loglaall oyl 3 ST 03y s 1 il ple BT o (liidio (il yad | (515

A g
Peter D. Lunn & Marek Bohacek (2017). Price transparency in residential electricity: Experiments for regulatory policy
Journal of Behavioral Economics for Policy, Vol. 1, No. 2, 31-37, 2017



J 3Ll 3 Bl plasdin) 8elis : Ly

BILL 2.0: simpler & clearer

‘= ———
= =
o S
- I .
| T

OECD (2017), Behavioural Insights and Public Policy, http://dx.doi.org/10.1787/9789264270480-en

P o B 3:lS uwss ol
J23] loglasg Bl by
Je> wloglaall Jadll o, ,Lasl @ Lgdl
LBl gl

sj.al.oll t&:@.’(ﬁ‘ *

B I g < LS o

ns yo bl il Luoal @

SOl JSE pess Balel il
SUly sl sl

20



Y pai

Shal Gy P Go wlobdl o 235y Lles Gasd] Bags 31o]
Lol ¥l JBYI uldy Geasll Sl o by Juad¥l Ll sty 2ol
3 Al Joans [ las| (8 ol Ll S (Bogwill udg Baguwill) uludls

SB[ Bagas Al



M‘ ‘_L>J3J| j‘ wb@,ﬁ' J‘J.Cl Qs :L.>~3.>ua.‘| ALY CJ.L:

UV o e L1 mioo Dlos 095 > Loy wlladl mox

| Yl

Lilill wolghadl o degane ol D> (o poniiil] Dplss pubsis

22



UyaluwY 4 pmo Argd)| 380 Lgss Tl G 4l I

il 3 olsl

(1958, zARP P
1932 o1 o5l 5150 3157 0 slypatll 3 Jogs Bl b Jol>

23



j [® Home - Customer Forum X ¥

< cC O ‘ @& Secure | httpsy//www.customerforum.org.uk
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Imported From IE

custémer fgrum

The best water service for the fairest price

(9] L]

|y

o @ o
HOME JABOUT US JJOUR WORK JOUR STAKEHOLDERS JICONTACT US |

Home

/

L i -,

Welcome to the Customer
Forum.

/ 4' A ground breaking initiative to help shape
- i water and sewerage services in Scotland

/7 / cust®mer f@rum for the 21st century.

- = e

3 - ~

Putting customers
at the heart of
Scottish Water

About Us

Learn more more about who
we are, our background and
our remit

More

-

Our Work

Discover more about what
we do and the issues and
challenges we face ahead

More

©

Our Stakeholders
Find out who our partners
and stakeholders are and
learn more about them

More

w

News

Read our latest news
and minutes, and find out
what's been happening in
the water industry

,
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Chatbot

Case study: Government of Jersey

Consulting population of Jersey about environment?

70% 82% 86% 50%
complete the want to use want to learn share with
chatbot chat again more friends
Identified point of Committed to using Estimated 4X traction at
consensus (despite Apptivism for future 25% of the cost of
clashing opinions) consultations previous consultation

Live 15 June - 20 June 2017 (798 users).

LS sl

09:01 + % 99 % [
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Fact 2: How many litres of

water per person do you think

are lost through visible water

leaks and underground leaks

every day?

You are right: it is 94 litres per
person a day. Around 408 cups
of tea. In 2016/17, this totalled

495 million litres a day.

Scottish Water delivered a
better performance than the
‘agreed target of 500 - 575
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