
Who We Worked With

South West Water, a provider of reliable, efficient, and high-quality 
drinking water and waste water services to more than a million 
customers in south west England.

WhAt the CoMPANY Needed

An automated way to allocate customer work orders to its team 
members.

hoW We heLPed

Introduced the Cora SeQuence intelligent BPM platform and its 
easy-to-customize environment, which quickly automated 42 of 
the client’s customer-facing work allocation processes.

WhAt the CoMPANY Got

A system that directly integrates with Microsoft Dynamics CRM to 
deliver maximum customer satisfaction.

CASe StUdY

Digital opens water 
company’s floodgates to 
better customer service 
and satisfaction



Keep teams on top of work for 
fast responses to customers
South West Water receives approximately 1,000 customer 
work orders, spread across several hundred different work 
types — every day — so it needed an efficient way to allocate 
work across its team members. As part of its commitment 
to excellent customer service, the company uses 
Microsoft Dynamics CRM extensively to manage customer 
relationships. Yet while that system has powerful tools, it 
can’t allocate work or manage queues. To keep its customers 
happy and its parent company’s shareholders satisfied, it 
needed an automated workflow solution.

Standardization. Speed. 
SeQuence.
South West Water selected Cora SeQuence for three key 
reasons. First, the company wanted an automated solution 
that uses a standard set of business processes and allows 
performance monitoring and measurement throughout 
each stage. Second, Cora SeQuence’s direct, out-of-the-box 
integration with Microsoft Dynamics CRM would ensure 

ChALLeNGe

SoLUtioN

seamless operation. Third, Cora SeQuence’s drag and drop-
type building environment would allow the company to 
quickly create the 42 processes and 26 electronic web forms 
it needed with minimal developer support.

Cora SeQuence automatically allocates work, including 
customer moves and new service initiations, based on 
team members’ availability and the number of hours each 
employee works each day. And because it removes manual 
work allocation and prioritization from the customer service 
equation, supervisors and team leaders have more time to 
focus on higher value team- and customer-facing activities.

In the near future, South West Water plans to integrate Cora 
SeQuence into its back-end system to gain easy access to data 
housed in its ERP.

Finding data in all the right places 
— on a SeQuence dashboard
With Cora SeQuence, South West Water has:

 ● Improved customer service and satisfaction through 
automated work allocation

 ● Reduced administration costs

 ● Achieved greater regulatory compliance

iMPACt

About GenpAct

Genpact (NYSE: G) is a global professional services firm that makes business transformation real. We drive digital-led innovation and 
digitally-enabled intelligent operations for our clients, guided by our experience running thousands of processes for hundreds of Global 
Fortune 500 companies. We think with design, dream in digital, and solve problems with data and analytics. We obsess over operations and 
focus on the details – all 78,000+ of us. From New York to New Delhi and more than 20 countries in between, Genpact has the end-to-end 
expertise to connect every dot, reimagine every process, and reinvent companies’ ways of working. We know that rethinking each step from 
start to finish will create better business outcomes. Whatever it is, we’ll be there with you – putting data and digital to work to create bold, 
lasting results – because transformation happens here, at Genpact.com.

For additional information, contact,  cora@genpact.com and,  
visit www.genpact.com/what-we-do/digital/digital-products-services/cora-sequence

Follow Genpact on Twitter, Facebook, LinkedIn, and YouTube.
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