
	

WATER CUSTOMER STORIES 

 

Writing Compelling Customer Stories is the first step in customer journey mapping. Journey 

mapping helps you better understand your customer’s needs and implement the products and 

processes that will allow them to self-serve online. You can think of customer stories as use 

cases. To get you started, we created a list of common customer stories we hear all the time: 

 

Common Water Utility Customer Stories 

 

• As a new customer that has recently moved to the <Utility Service Territory>, I want an 

easy way to establish water service online so that I can turn my service on with minimal 

hassle from my smart phone. 

• As an existing customer that recently forgot to pay my bill, I want to sign up for 

autopay so that I don't ever forget to pay again and have to pay a late fee. 

• As a younger customer, I want to change my communications preferences online to 

receive urgent communications from my utility on my phone via text message so that I 

can quickly learn if I have a leak or urgent billing issue. 

• As a customer who is moving soon, I want to be able to quickly and easily terminate or 

transfer service online so that I don't have to waste my time calling the utility customer 

service representative to do this. 

• As a landlord, I want to be able to easily give my tenants access to their account so 

they can see how much water they are using and what it costs. 

• As a customer concerned about recent media stories about water quality, I want to be 

able to receive alerts and notifications about water quality and boil water notices on my 

phone via text message for my peace of mind. 

• As a customer whose primary language is Spanish and has difficulty with English, I 

want to be able to complete basic water utility-related tasks online, such as paying my 

bills, seeing my usage, and receiving alerts and notifications. 

 

 

 


