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Business rationale & context.

Why water efficiency?

South-east of UK 

is water stressed

Increasing 

demand

Weather 

extremes

Increasing 

population
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Perception is often stronger than reality  

…..is this how you think about water?



Business rationale & context.

Why water efficiency?

“Our customers 

have told us 

they want us to 

help reduce 

demand”



So why metering?

Customers with meters 

tend to use 12% less

1/4 of our leakage is 

‘customer side’

We want a controlled, 

smart network



Meter Data 

Management 

System

Progressive Metering – progress so far

>150,000
smart meters 

installed 
(since April 2016)

2.6
million meter 

read a day
(since April 2016)

10% 
of homes have 

continuous 

flow  (ie leak)

By 2025 this 

will increase to 

35 billion 
meter reads 

per year

50:50 
CSL vs internal 

‘wastage’

414,000
smart meters 

installed by 

March 2020



Demand reduction through smart meters
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Water Efficiency / Wastage  

Customer Leakage

Meter Installed 
(behaviour change straight 

after meter installation)

X % 

Smarter Home Visit

Long-term engagement /

Online Portal

X % 

X % 

X % Incentives / Tariffs  ?

Usage 

reduction



Water efficiency – benefit to our customers

8

Reducing water use also benefits 

our customers by:

• Saving money on their water 

bills

• Reducing hot water use can 

also save money on energy bills
“A family of four 

could save up to 

£180 a year”



Smarter Home Visits



Smarter Home Visits  (SHVs)
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• Single largest water efficiency  initiative in UK water sector

• In-home retrofit of water saving devices

• In-home personalised water audit and savings plan

• Delivery in parallel with Progressive Metering Programme     

• Every house that gets a new smart meter is offered a free SHV

• Delivery with Groundwork London (local envir charity)

• Will compare Ofwat assumed savings to actual smart meter results



Business impact and results.

33,500

SHV’s

84,000

devices

6,000

SHV’s

16,000 

devices

60,000

SHV’s

2014/15 2014/15 2014/15

Highest uptake rate 

+75% say ‘yes’ to SHV

Free ‘Wastage’ fixes 

Saving > 425,000 litres 

each day

Maximises water 

savings and helps 

future demand

Increased Customer 

Satisfaction score 

(Rant & Rave) 

Smarter 

Business 

Visit pilot  

underway!



Thames Water – ‘TAP App’

Interactive in-home engagement software



Innovative & creative solution.

Smarter Home Visit ‘TAP’ App



Smarter Home Visit – Customer’s report



Leaky-Loos:  Guess how many litres per day  



Wastage – leaky loos

• 1 in 20 homes have constant flowing WC  (4-5%)

• Offering free leaky-loo / tap fixes with SHVs

• Avg fix saves 215 litres/toilet/day  (avg 400L/day)

• 80-90% leaky-loos are dual-flush (mechanical)

650 l/day saved after 

fixing a leaky loo



Effective implementation.

On local TV & 

radio adverts

At local events

Local councils 

and community 

groups 

Engaged our Call centre 

to ensure a smooth 

customer journey



We’re on TV !!

Outstanding Customer Experience

“its a great initiative, the man who booked the visit 

over the phone was lovely and he even phoned me 

again to inform of a change of a person coming to 

see me . Your employees are great.  …and thank 

You for all the free stuff.”

“For the attention of Thames Water: 
Josh was wonderful in his work and in 
explaining things to my hard-of-
hearing mother, detecting a water-
wasting leak and offering many 
practical and easy-to-achieve 
suggestions: Josh is a rare bird. Thank 
you, Josh, and thank you, Thames 
Water. Tom …, on behalf of Josephine ..”

“The engineer visited us 

really tried to show us how to 

save water and the cost, also 

explained to us we might have 

water shortages ii the future 

because of increasing London 

population and changed some 

of tabs bits checked 

everything in the house he 

was very pleasant thanks”

“I could give 10 if I may because your 

engineer was absolutely knowledgeable 

and amazingly helpful with advise and 

practically in terms of economically 

using water. It's very rare you can meet 

such a professional person with 

incredible customer service skills. 

THANK YOU”

“The member of your team who came to visit was 
excellent on providing customer service, he was 
very pleasant and friendly and did a great service 
representing your company”



Smarter Home Visits 2016/17 – South London



Smarter Home Visits 
2016/17 – North London



Smarter Home Visits 2016/17 - Oxford



Affordability & priority services

Smarter Home Visits referring potential affordability customers to debt advice 

partner (Auriga) 

• No. customers referred  =  1,443

• No. Benefit Entitlement Checks provided  =  350

• No. households with unclaimed benefits  =  63

• Avg. unclaimed benefits per household  =  £2,674

• Total unclaimed benefits  =  £168,478



Longer-term customer engagement
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Customer’s Online Account  - MyMeter Online



Proposed software 
pilot

MDMS
software 

analytics and 

portals

\

1. Customer-facing 

portal and email / 

printed reports.  

Integrated into OAM

2. Call agent access 

to customer portal 

and backend 

dashboard.  

3. Company-facing 

dashboard showing 

usage, leakage, 

wastage, behaviour 

change – graphs, 

tables and maps.  

Automatic report 

generation.

Billing 

Platform

Other internal 

analytics 

packages

https://www.google.co.uk/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=0ahUKEwjP8OPbmcbRAhULVxoKHS1FB0EQjRwIBw&url=https://twitter.com/thameswater&psig=AFQjCNFTeP2otenmH2nnX_XC5e_nfxxrcw&ust=1484640156107672
https://www.google.co.uk/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=0ahUKEwjP8OPbmcbRAhULVxoKHS1FB0EQjRwIBw&url=https://twitter.com/thameswater&psig=AFQjCNFTeP2otenmH2nnX_XC5e_nfxxrcw&ust=1484640156107672
https://www.google.co.uk/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=0ahUKEwjWm8zim8bRAhXBwBQKHYJLCoUQjRwIBw&url=https://www.arcadiaca.gov/government/city-departments/public-works-services/water-conservation/watersmart&bvm=bv.144224172,d.ZGg&psig=AFQjCNFpw5FGjMpj-EwFf5DfFrfuDtOOfw&ust=1484640698265929
https://www.google.co.uk/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=0ahUKEwjWm8zim8bRAhXBwBQKHYJLCoUQjRwIBw&url=https://www.arcadiaca.gov/government/city-departments/public-works-services/water-conservation/watersmart&bvm=bv.144224172,d.ZGg&psig=AFQjCNFpw5FGjMpj-EwFf5DfFrfuDtOOfw&ust=1484640698265929


Other water efficiency programmes
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Water efficiency - 2016/17 programme 
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Water Saving 

Freebies online

v

v



Smarter Business Visits

Converting 

WCs to 

dual-flush
Installing 

Urinal 

controls

Fixing internal 

leaks 

‘Wastage’



• Business plan commitment to test 

innovative tariffs

• Will test ‘Incentives’ first

• Working with Green Redeem -

successful recycling platform

• 3,000 homes in Reading – fixed-

area network

• Points will be given every week 

based on reductions in water use 

against baseline 

• Points can be used for retail 

shopping discounts or prize draws

• Smarter meter data and Green 

Redeem platform will enable 

regular and interactive 

engagement on water savings.

Incentives pilot 



Incentives Pilot - website
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Incentives Pilot - Rewards
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Water Efficiency Campaign

To help our customers understand the problem and be part of 

the solution.

• Posters in Oxford

• Facebook (freebies)



• Propelair WCs

• Cistermiser urinal sensors

• Cistermiser sensor taps

Practising what we preach

Thames Water Office bathroom trial

• Pre-refurb water use was 

already reasonably efficient 

• 83% bathroom water reduction 



Clearwater Court & Walnut Court Savings

Installations

50 – 60 % 

reduction in 

total water use 

on site
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