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Business UNusual



The Utilities challenge

As the current situation remains unstable, the Coronavirus pandemic obliges 

In practical terms, this means: 

Demand for domestic water, 
gas and electricity has surged 
among employees who have 
been told to work from home. 

Government and medical advice on 
vigorous and frequent handwashing  

COVID-19 –  not to mention the thorough 

surfaces – invariably means that water 

the crisis began.

Hospitals and medical 
facilities at full capacity have 
also added to the demand for 
water and other utilities.

Enforced school closures 
meant millions of children – 
and their carers – adding to 
the growing demand for  
water, heat and power.
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£52m a week onto energy 

month, according to research 

there will be an additional 25% 
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heat pumping during this unprecedented and unpredictable 

involves being out on the road and interacting with members 

London hit by major water outage amid 
Coronavirus pandemic
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Business UNusual

Our priority at Capita is to protect the well-
being of our colleagues, clients and partners 
– and to carry on serving the communities and 

societies in which we operate. 

Despite the uncertainty we are all facing across 
the world, our business operations are resilient. 
Our colleagues across Capita are doing everything 
they can to carry on serving our clients and helping 
them to maintain the vital services they provide to 
customers and citizens.”
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Supporting your customers

Conversational AI 

messaging apps, speech-based assistants and chatbots to 
automate communication and create personalised customer 

Contact centre support

Leveraging the latest digital technologies and best-in-class strategic and 
 

Remote working

Virtual support

service agent to enable live video streaming or photo 
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the utilities industry is now experiencing: 

Field engineer support 

 

Remote call centre working 

call centres to manage their services via 

utilities companies with large billing and 
operational call centres which need to 

Prioritising vulnerable consumers

crisis, Capita has developed an app-based solution to  

current and new vulnerable customer base in a number  

• 

•  

• 



 
 

Supporting your people

Supporting your staff throughout this period is 
imperative. In such uncertain times, it would be easy  
for them to become disengaged and demotivated, 
leading to poor performance and service delivery. 

As remote working increasingly becomes the rule rather 
than the exception for many in the utility sector, potential 
new concerns around employees’ mental health and  
wellbeing has already come to the fore. Such concerns  
– and the need to tackle them promptly, effectively and 
 with empathy and compassion – should not be   
underestimated by employers.

We can help ensure your staff remain motivated, productive and in good mental shape 
during extended periods of homeworking by delivering training and development 
programmes that prioritise:

Workforce  
management

Our workforce-management 
software solutions keep payroll  
and HR processes running 
smoothly, no matter where 
employees are working. It allows 
staff to log their hours and 
absences remotely using web 
and mobile devices, relieves the 
pressure on HR departments and 
gives employees peace of mind 
that they will be paid accurately  
for the work they have done.

Management  
development

Providing management and 
leadership training programmes 
that help managers adjust to 
managing remote teams and to 
understand, identify and mitigate 

working.

Productivity and  
employee engagement

Tailored online courses to 
maintain productivity and 
employee engagement, thereby 
helping staff protect their mental 
health whilst working remotely or 
in isolation.
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Less than half of 
energy workers 

resilience plans
Energy workers have a 
widespread lack of faith in 
their employer’s workforce 
resilience plans, according 
to a survey carried out by 
the Prospect union. The 
poll raises concerns about 
social distancing and 
whether companies are 
moving quick enough to 
halt non-essential work.
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Supporting your operations

Cyber protection

Business continuity
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This support includes:
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creating a situation which obliges them to adapt to remote 

 

Digital disruption and the new normal

 

It is also somewhat ironic that the pandemic appears to be 

Climate change
Commitment to reduce 
greenhouse gas 
emissions under the 

Disruptive 
technologies

buildings and 

services, electric 

Energy prosumers

solar panels, storage 
and electric vehicles 
is disrupting business 

Regulatory 
impacts

renationalisation, 

to climate change 

Renewables

renewables over the last 

new opportunities and 
challenge across the 

Customer 
preferences

and smart meter rollout is 

The Energy & Utilities industry is going through the biggest transformation  



Chris Cartwright

www.capita.com


