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Jacob Tompkins, Managing Director, Waterwise

Water efficiency in the UK is no longer just a concept for environmentalists: 
water efficiency has become as part as everyone’s lives as energy efficiency 
and recycling. The work of the UK water companies has increased 
exponentially in the past five-or-so years and this has enabled the general 
public to learn about the importance of water efficiency and to act in an 
efficient way. Water efficiency has also become integral to businesses in order 
to reduce operating costs and to promote their green credentials. It can also 
help the UK meet its carbon targets, through pumping, heating and treating 
less water. The key to water efficiency is reducing waste not restricting use, 
and this report shows the progress that the UK water industry has made in 
helping their customers (both domestic and non-household) to reduce waste. 

Compared to 2005, when Waterwise was first established, the water 
efficiency work being carried out in the UK in 2010 has increased significantly. 
The UK water industry set up Waterwise in 2005 as a not-for-profit, 
independent, non-governmental organisation with the aim of reversing the 
upward trend of per capita consumption. The Water Resource Management 
Plans published in 2009 by the water companies in England and Wales 
show how per capita consumption is stabilising (with the average now being 
148 litres per person per day, compared to 150 litres a few years ago). 
Waterwise also aimed to develop a framework to demonstrate the benefits 
of water efficiency in the UK supported by a robust social, economic and 
environmental evidence base. In October 2008 Waterwise published the first 
Waterwise Evidence Base for Large-scale Water Efficiency in Homes, and 
in January 2010 the first report of Phase II was published. Phase II is being 
developed with support from the Water Saving Group and builds upon and 
improves the work presented in the original Evidence Base report. 

The UK water industry is doing a lot of work on water efficiency both on their 
own (through their online activities and communications with customers and 
attending events etc) and in partnership with other organisations. The 2009 
Waterwise-led joint water company water efficiency campaign involved 12 
water companies and was truly Britain-wide with Scottish Water and Welsh 
Water being involved for the first time. 

Looking into the future, Waterwise will continue to play a leading role in water 
efficiency in the UK and is currently developing a strategy up to 2020. We 
will continue to work with all our stakeholders to promote water efficiency 
– including the UK water companies, governments, regulators, retailers, 
manufacturers, businesses, domestic customers and the media. As we 
approach our fifth birthday, we have achieved our original aims, but know that 
there is a great deal more to do in promoting water efficiency across the UK.

Foreword
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Supportive Quotes from Ministers,  
Water UK and Regulators

Huw Irranca-Davies MP, Minister for Marine and Natural Environment (England)
Water is essential for life, and we all have a role in helping others to 
recognise water as the precious resource it is. Our changing climate is 
adding to the pressures on our ever-scarcer water resources. We must take 
great care to manage this invaluable resource as efficiently as possible. 
The work that Waterwise and its key partners are undertaking – including 
the development of the evidence base as well as carrying out innovative 
projects – supports and contributes to our shared vision of a future, where 
water our most precious resource, is valued and conserved. 

Conor Murphy MP, MLA, Regional Development Minister (Northern Ireland)
NI Water has an extensive programme for promoting and improving water 
efficiency and conservation. I look forward to continuing to work with all 
stakeholders to promote water efficiency and sustainability – helping us all 
to save water, save energy, save money and help the environment. 

Stewart Stevenson, Minister for Transport, Infrastructure and Climate 
Change (Scotland) 
Water efficiency is an important part of Scotland’s response to climate 
change. This is why our Climate Change Act placed a new duty to promote 
water efficiency on Scottish Water. The Scottish Government has also been 
making the links between water efficiency and energy efficiency, and we 
support moves to take this forward in Scottish homes and businesses. The 
water sector has undertaken excellent work to promote water efficiency 
in Scotland and all sectors of society now need to do their bit to ensure 
that our water supply is secure and not being wasted. I look forward to 
working with Scottish Water, licensed retail providers, Waterwise and other 
stakeholders as we take this forward. 
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Foreword

Jane Davidson AM, Minister for Environment, Sustainability and  
Housing (Wales)
Water efficiency programmes can reduce our homes’ running costs, reduce 
our energy consumption, protect our environment – and help us use 
resources in a sustainable way. The work of the water companies is crucial 
in educating the consumer about water efficiency and how we can all live 
more sustainable lives. The Welsh Assembly Government fully supports 
efforts to reduce the running costs of householders and non-domestic 
consumers of water, whilst at the same time promoting sustainable 
living and protecting the environment. We are also keen to support the 
linking of energy efficiency and water efficiency retrofitting, to minimise 
the environmental impact of our homes and businesses, and maximise 
the cutting of costs. We are also considering the potential impacts of 
climate change on water and the need to manage this resource in a more 
sustainable way in the future. In addition, we are continuing to support 
the work of the water companies and Waterwise in helping us meet the 
challenges of climate change.

Pamela Taylor, Chief Executive, Water UK
In recent years UK water companies have carried out trials of large-scale 
water efficiency projects in many parts of the country. They have helped 
customers save water by refitting their homes with efficient devices. They 
have subsidised water efficient equipment, offered water audits, and funded 
efficiency education in countless schools and community groups. The 
result has been a real increase in consumer awareness. Building on their 
experience and achievements, the companies are now well-placed to take 
promotion of water efficiency to the next stage with new partnerships and 
programmes. 



Regina Finn, Chief Executive, Ofwat (The Water Services Regulation 
Authority) (England and Wales)
The water and sewerage sectors have achieved a lot over the last 20 
years. But they now face new challenges, including a rapidly increasing 
population, climate change and rising consumer expectations. The nature of 
the challenges mean we cannot be certain that the solutions of the past will 
be enough to deliver services of the future. We need to make better, more 
informed decisions in the way we regulate, plan, manage and use water and 
other scarce resources. We all need to be more water efficient. At the heart 
of this will be establishing the true value of water at every stage of the water 
cycle. That can help us all take better decisions. But having the information 
and making the best decision are two very different things. That is why it is so 
important to inform, engage and change attitudes and behaviours, particularly 
amongst consumers, about the value of the resources we use – and help 
them to understand why we need to use them efficiently. The water efficiency 
programmes proposed by companies and allowed by us as part of the 2009 
price review, as well as the work being done by Waterwise, are an important 
part of helping us all understand the value of water and inform future 
innovation. We all need to make more sustainable choices about water.

Iain Osborne, Chief Executive, Utility Regulator (Northern Ireland)
It is our job to protect customers’ interests by making sure that charges 
are fair, and that high standards of service are delivered. Northern Ireland 
Water is already undertaking excellent work in promoting water efficiency 
to their customers. This will be built on through the requirement in our final 
determination of a long-term water resources plan. The publication of our 
final determination is a key milestone in the delivery of safe, reliable and 
high-quality water and sewerage services in Northern Ireland. We look 
forward to working with Northern Ireland Water to tackle the challenges 
of climate change, whilst at the same time ensuring that consumers are 
guaranteed the best value for money.

Alan Sutherland, Chief Executive, Water Industry Commission (Scotland)
Tap water is a precious resource, which takes energy, chemicals and money 
to produce. How we use water at home, work and in our garden affects 
the health of our water environment. Encouraging water efficiency has its 
place in Scotland, and could save customers money. Whilst Scotland has a 
plentiful water supply, climate change could make water scarcer in certain 
parts of Scotland and increasing water efficiency and promoting a more 
sustainable approach to water use is a low cost and low risk option for 
dealing with climate change impacts. 
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Waterwise was set up in 2005 as an independent, not-for-profit, non 
governmental organisation, by the UK water industry. It had been identified 
that the water companies in the UK needed support in promoting water 
efficiency to their customers, and as a result, Waterwise was born. But water 
efficiency did not start with Waterwise – far from it, as water companies have 
been carrying out water efficiency work for a long time. Waterwise was set 
up to build on these solid foundations, and has become an influential and 
effective water efficiency facilitator, working closely with the UK water industry 
though delivering campaigns on water efficiency, advising them of policy 
change and methods of achieving targets and conducting quality research on 
water efficiency through the Evidence Base for Large-scale Water Efficiency in 
Homes and on other issues. Waterwise also facilitates effective partnerships 
between water companies, retailers and manufacturers to enable the delivery 
of water efficiency programmes. 

The final determinations of Ofwat’s (the Water Services Regulatory Authority) 
price review (PR09) for energy and water approved several enhanced water 
efficiency programmes, some of which will mean that tens of thousands of 
householders will be offered a water efficiency makeover for their homes at no 
extra charge. PR09 will also enable the extension of water metering in homes 
in England and Wales to 50 per cent by 2015: some large metering projects 
will include water efficiency, and in Scotland where Scottish Water now has a 
water efficiency duty, the Water Industry Commission for Scotland has funded 
the first domestic metering trial. 

This report is in three sections. This first gives an overview of water efficiency, 
and summarises the activities which the water companies are involved in. The 
second section goes into further detail for each individual water company, 
and focuses on specific areas where they have excelled. The third and final 
section looks into the future, and what projects will be carried out by the UK 
water industry. All water companies in the UK are mentioned in this report, 
however Cholderton and District Water do not feature because as a small 
water company with only 725 connections its water efficiency work is on a 
much smaller scale than other companies.

Since 1991 water companies in England and Wales, and since 1994 
Scottish Water have had a legal duty to promote water efficiency to 
their customers. This report seeks to give an overview of the activities 
of water companies in relation to water efficiency. All companies are 
active in promoting water efficiency to their customers. 

Introduction
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Introduction and overview of water efficiency initiatives

This report draws on the Water Resource Management Plans published by the 
water companies in 2009, water company websites, individual meetings with 
water companies, and water company feedback. This report is by no means a 
comprehensive list of all the activities that water companies have been involved 
in, but seeks to highlight the excellent work the industry is taking forward 
in promoting water efficiency to its customers and staff. Waterwise really 
appreciates all the feedback from all stakeholders whilst writing this report.

As climate change impacts harder on the UK, with predictions of more 
frequent droughts, household consumption continues to rise, the UK 
population grows, and much-needed new housing is built, often in water-
stressed areas, the role of water efficiency becomes ever more vital, as 
less water will need to go further. Water efficiency also helps tackle climate 
change, through reducing the five per cent of UK greenhouse gas emissions 
which comes from heating water in homes, and the almost one per cent 
which comes from the UK water industry’s pumping and treating of water and 
wastewater.

Through promoting water efficiency, the water companies not only meet their 
regulatory targets, but they offer customers a chance to lower their water bills, 
lower their energy bills and to live more sustainable lives. 

Waterwise wholeheartedly endorses the work the UK water companies are 
undertaking on water efficiency. However, mainstreaming water efficiency 
throughout the UK economy and society will require actions from across 
the public and private sectors, and all consumers of water, in households, 
buildings and businesses, and is not just the responsibility of the UK water 
industry. In this report, Waterwise sets out – and champions – the work the 
UK water companies are undertaking to contribute to this aim.

The first section of this report is not a comprehensive list of the activities 
that water companies do regarding water efficiency. It seeks to highlight the 
methods that water companies commonly use, and included in this section 
are a few examples of what has been done. Further information and examples 
can be found in section 2 of this report for each water company, on company 
websites and from Waterwise. 
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1.1 Direct activities of water  
companies to engage with all sectors

Engaging through online activities

All water company websites have water efficiency sections 
whereby they offer their domestic and non-domestic 
customers tips and facts on water efficiency. There are 
often leaflets available to download featuring tips and 
sometimes self-audits. 

They all offer customers free cistern displacement devices and 
some offer other free products (one example is Sutton and East 
Surrey Water which distributes shower timers on its website 
with a follow up questionnaire attached to receive feedback). In 
general, all the websites have links to partnership sites where they 
offer discounted water butts and other products. 

The websites also offer schools education packs, and most give 
schools the opportunity to book a day at a local education centre, 
where pupils can learn about the water cycle, water treatment and 
water efficiency. 

n  Dee Valley Water’s website lists water-saving tips for the 
home and has a ‘usage chart’ where customers can compare 
their water usage to see if they would save by switching to a 
metered supply.

n  South Staffordshire Water’s website has detailed 
information about toilet cistern sizes and what cistern 
displacement device would suit customers best. The site also 
has clear links on how to order a displacement device.

n  Southern Water has a dedicated microsite promoting water 
efficiency and water for health using animated characters  
Mr Drink It and Mr Save It.

n  Thames Water has worked with teaching professionals to 
develop an interactive microsite ‘Wise up to Water’ (www.
thameswater.co.uk/wiseuptowater), promoting the wise use 
of water in both primary and secondary schools. It includes 
curriculum-linked teaching resources, a self-audit guide, 
and three films. Two of the films were produced by students 
working towards their Creative and Media diplomas. The 
website received over 5,000 hits in its first two months and has 
been highly commended by the Hounslow Chamber and the 
IVCA Clarion Awards.

n  Veolia Water East’s website has detailed information about 
water use in the home, including a breakdown pie chart of 
water consumption.

n  Yorkshire Water’s website has a dedicated ‘School Zone’ 
which was developed for teachers to help them create 
engaging and interactive lesson plans that cover the water 
cycle, renewable energy and water efficiency – all key parts of 
the National Curriculum. 

The websites also offer advice to non-household customers, 
including water-saving tips and non-domestic audits, and some 
have dedicated teams which offer one-to-one advice. Many 
companies offer free water audits and follow-up work to the 
highest non-domestic water users in their area.

Communicating to domestic customers 

All water companies promote water efficiency to their 
domestic customers. Most offer self-audits, free cistern 
displacement devices, free and discounted products and 
water savings facts and figures. Many companies have 
produced domestic leaflets which include self-audits. 
Companies have also raised the profile of water efficiency 
on their bills, websites and other publications. 

n  Anglian Water distributes over 20,000 leaflets directly  
to customers and at events across its region each year.  
It also supplies over 15,000 cistern displacement devices  
to customers each year.

n  In support of World Water Day in 2007 Cambridge Water,  
in conjunction with the City Council, held a stand in Cambridge 
market square with the aim of educating the general public 
regarding World Water Day and ways to save water.

n  Essex and Suffolk Water’s ‘Water Efficiency News’ aims to 
keep regulators, customers, stakeholders and other interested 
organisations up-to-date with its progress with water efficiency 
and demand forecasting, and the many water efficiency 
campaigns, projects and initiatives underway at Essex & 
Suffolk Water.

n  In the winter of 2006 Northumbrian Water distributed literature 
giving people tips to help avoid frozen and burst pipes during 
the cold weather spells. This was supported by news releases 
to the media, and further promotion on its website.

n  Wessex Water offers a free home-audit service for customers. 
An auditor visits the customer and advises on water savings 
in the home. The auditor will replace washers and fit low-flow 
tap inserts if the taps are suitable. Wessex Water has received 
excellent feedback from customers about this service.
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Introduction and overview of water efficiency initiatives

Working closely with  
non-domestic customers

Reducing non-domestic customers’ water use is an 
important part of each water company’s work. The work 
with these customers is centred on self-audit packs, water 
audits and efficiency surveys and leakage detection.

n  Anglian Water carries out water efficiency audits for 200 
non-domestic customers each year. A percentage of these 
are followed up to determine whether efficiencies highlighted 
during the audit have been applied. Its Business Customer 
Services Team offers an ‘Optimiser’ scheme to larger water 
users, acting as a technical and efficiency advisory service. 

n  Bristol Water sends non-domestic customers an annual 
newsletter called ‘Inflow’. It has a dedicated Business Care 
Unit to cater for customers’ specific needs and has established 
close relationships with customers so that it can help in the 
most appropriate way.

n  South West Water operates a free, secure online service for 
commercial customers which gives them access to a range 
of online information including historic data on consumption 
and billing information. The Business Accounts Online system 
was the first of its type used in the water industry and was 
shortlisted for the 2002 Utility Industry Awards. It has since 
been enhanced and updated to include graphical displays of 
embedded carbon and a water efficiency calculator.

n  Southern Water helps non-domestic customers through 
the Sustainable Business Partnership, run in conjunction with 
county councils. 

n  Thames Water continues to distribute ‘Steps to Sustainable 
Water Use’ packs to businesses, and since 2006 has 
undertaken an extensive audit programme alongside its  
water regulations programme delivering over 10,000 audits  
to commercial and public sector institutions. In 2009 over 
6,600 self-audit packs were distributed and the combined 
water regulations and water efficiency audit programme 
targeted premises with a high visitor footfall and achieved 
water savings over 3.76 Ml/d.

Providing a range of  
water-efficient products 

All water companies offer free-of-charge cistern 
displacement devices to customers. These are promoted 
through company magazines, inserts in bills and company 
websites. Many companies also offer their customers other 
water-efficient products through partnership websites. 

n  Severn Trent Water offers discounts on water butts to its 
customers and has sold over 24, 000 since 2005 through its 
partnership website.

n  United Utilities has organised recycling road-shows with local 
authorities across its region where water butts and composters 
are sold at discounted prices. Since 1997/98 over 1,000 
trigger-nozzle hose fittings have been given away and 8,000 
water butts have been sold or given away at these events. In 
total United Utilities has provided over 20,000 water butts at 
discounted prices to its customers since 1997.

n  In 2009 Veolia Water Southeast sent 250 customers in its 
region water-efficient packs which offered a free tap and toilet 
check. It also offered free water efficiency devices fitted to 
customers properties.

n  Through a partnership with an online supplier of water-efficient 
products Yorkshire Water has conducted a trial of products, 
whereby a dedicated group of water-wise customers trial the 
products and leave their reviews for other customers to read. 
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Promoting water efficiency outdoors

Most water companies offer customers water butts at a 
discounted price through partnerships with manufacturers. 
Many of the companies in the UK offer advice to gardeners 
on water-efficient gardening techniques and drought-
resistant plants, and through the sponsorship of events. 

n  Dwr Cymru Welsh Water has encouraged its own staff to 
take part in a ‘Sprinkler Amnesty’: by 2008 it had received over 
270 pledges, and over 2500 customers have pledged to give 
up their sprinklers via the website.

n  Portsmouth Water established a drought-tolerant garden 
at its Head Office entrance in 2007, and was awarded a 
Certificate of Excellence in the 2008 South and South East in 
Bloom Competition.

n  Scottish Water has teamed up with well-known gardening 
partners across Scotland to promote water efficiency and 
water-saving devices to its customers with gardens. 

n  South East Water has subsidised the sales of over 18,000 
water butts to its customers.

n  Southern Water has created 11 water-wise gardens across 
its region from Ramsgate in Kent and Worthing in Sussex 
through to Testwood Lakes in Hampshire, which are open to 
the public and feature information boards. 

n  United Utilities carried out a promotion of water efficiency 
for 14,000 farms, parks and gardens in 2007. The project 
consisted of a specially-tailored leaflet being sent to the owner 
or caretaker of the property.

Communicating with schools  
and other groups 

Schools in the UK spend £70 million annually on the provision 
of fresh water and the treatment of waste-water. A typical 
primary school has an annual water bill of more than £2,000, 
while secondary schools often spend double this amount. 

Most water companies in the UK offer schools information about 
water efficiency and water in general. Some have education centres 
whereby local schools can plan a visit which is centred on the 
National Curriculum and provide pupils with hands-on experience of 
the water cycle, water treatment and water efficiency. In addition to 
site visits, most water companies give presentations at schools and 
other groups about water efficiency. 

n  Northern Ireland Water has a waterbus which holds 17 pupils 
and allows them to learn via presentations and demonstrations 
about the water cycle, water for health, water conservation and 
water and wastewater treatment.

n  In 2009 South West Water and Plymouth City Council 
Children’s Services Department launched an online learning 
tool developed in conjunction with the South West Grid for 
learning and Espresso (the UK’s leading educational digital 
content company). The module is targeted at Key Stage 1 
and 2 pupils and uses computer modelling to introduce water 
resource management and home water efficiency concepts 
and practices. The water efficiency/water resources module is 
available to all primary and secondary schools in the area. A 
taster version of the module is freely available on South West 
Water’s website.

n  Sutton and East Surrey Water’s education centre at Bough 
Beach Treatment Works and Reservoir recently celebrated its 
10th anniversary. The centre highlights to children how much 
water is used in certain activities and how water is treated and 
pumped. 

n  Veolia Water Central won a Silver Green Apple Award in 2007 
for its water-saving work with Byfleet Primary School in Surrey. 
The Environment and Education Team worked with children, 
teachers and parents from the school to organise a Water Day 
which was open to the local community.

n  Wessex Water’s Watermark award initiative is an environmental 
grant scheme that has offered funding for projects in the region 
since 1993. Over 500 projects have benefited and in 2009 it 
awarded around £15,000 to 40 innovative and environmental 
schemes. The scheme enables groups, schools, councils and 
other organisations to apply for financial help when carrying out 
projects. Grants from £100 – £1,500 are awarded quarterly and 
a Watermark Gold award worth £2,500 is available if a special 
project has been singled out by the panel of experts. 
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Working with the public sector – schools, 
hospitals, local councils and others

Some water companies are undertaking schools retrofit 
programmes. A number of companies have now extended 
the contact with schools from education packs and audits 
and one-off retrofits to targeting schools for comprehensive 
audit and retrofit packages. This has also been extended to 
hospitals and local councils.

n  Bournemouth and West Hampshire Water works with local 
organisations to help monitor their water consumption through 
the use of Emetering.

n  Cambridge Water has worked with a number of 
organisations on request, including Cambridge City Council, 
which is one of its largest water consumers. The activities 
(some of which are ongoing) have been individually tailored 
to assist each organisation to save water. This has included 
supplying cistern displacement devices, hosting water 
efficiency days and reviewing water consumption with a view 
to installing meters and data loggers.

n  Essex and Suffolk Water worked with Essex police to 
implement a number of water-saving initiatives in three police 
stations to demonstrate potential savings.

n  Scottish Water works with a number of local councils to 
promote water efficiency. By 2008 they had introduced a 
water butt manufacturer to eight local councils who promote 
the jointly-branded water-saving devices offer to residents in 
their area. 

n  Thames Water’s ‘‘Liquid Assets’ project involved 247 sites in 
partnership with 14 local authorities. Costing over £275,000 
and saving over 0.6Ml/d, the project included 154 schools, 
40 council owned municipal and service sites, seven of the 
largest London hospitals, and eight of the largest prisons in the 
Thames Water region. The sites were provided with a water 
audit, helping them to understand their current consumption, 
identify any potential leaks and make recommendations on 
how to reduce consumption on site. Over 4000 water-saving 
measures were funded and installed by Thames Water: this 
included new urinal controls, service of existing urinal controls, 
push taps and cistern devices. A number of the sites also took 
on the additional recommendations made and installed further 
measures and changed processes.

n  Welsh Water has worked with 20 schools in Anglesey,  
North Wales. Schools were audited, water consumption 
logged and water efficiency solutions offered and installed. 
Recorded consumption was compared and savings of over  
40 per cent were found.

Introduction and overview of water efficiency initiatives
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1.2 Working in partnership to deliver  
joint water efficiency campaigns

Many water companies in the UK are involved in 
campaigns and projects in partnership with other 
organisations. Here are a few examples of some 
partnership campaigns and networks. Waterwise 
believes that partnerships are integral to delivering 
water efficiency and acts as a facilitator in this area.

Huw Irranca-Davies MP, UK Minister for Marine and 
Natural Environment says ‘partnership working is 
crucial if we are to meet our vision to reduce average 
per-capita water consumption [in England] by at least 
twenty litres per person per day by 2030.’

Waterwise 

Waterwise was established in 2005 as an independent, 
not-for-profit non-governmental organisation by the UK 
water industry. Set up with the aim of reversing the upward 
trend of per capita consumption in the UK and promoting 
water efficiency, Waterwise is now recognised as the 
leading authority on water efficiency for both homes and 
businesses in the UK. 

Waterwise is part-funded by the UK water industry and works 
in partnership with all stakeholders to achieve its aims and 
objectives. The key strengths of Waterwise are its role as a 
facilitator in organising partnerships, its knowledge base and 
research capacity, its communications expertise and its links 
and influence with policy-makers across the UK. Waterwise was 
originally set up with a five-year life, but extensive consultation with 
the water industry and other stakeholders has shown widespread 
support for it continuing its work. 
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Introduction and overview of water efficiency initiatives

Waterwise East

Waterwise East was established in September 2007 by a 
partnership of regional and national water stakeholders 
including the Environment Agency, The East of England 
Development Agency, The East of England Regional 
Assembly, The Government Office for the East of England, 
The Sustainable Development Round Table for the East of 
England, and Waterwise. 

Waterwise East is the regional centre of excellence for water 
efficiency in the East of England. It is Waterwise’s first regional 
office and provides a link between the work Waterwise does at 
a national level with the specific delivery needs of the region. 
Waterwise East aims to reduce water wastage in the region and 
is primarily focused on development and the built environment, 
through working with planners, developers, housing associations, 
water companies and other stakeholders. It is currently estimated 
that by the end of the project Waterwise East will be able to 
provide evidence of around 10,000 new and existing homes in 
the region that have improved their water-efficiency as a result 
of working with Waterwise East, including some showcase 
projects, as well as the integration of some strong water efficiency 
policies within Local Development Frameworks in the region, 
requiring developers to meet higher than mandatory levels of 
water efficiency. Specific workstreams have included the launch 
of the website www.water-efficient-buildings.org.uk, successful 
training and other events for a range of audiences, research 
into householder attitudes to water-efficiency and one-to-one 
support for targeted stakeholders. Anglian, Cambridge, Essex 
and Suffolk, Veolia Water Central and Veolia Water East all 
support Waterwise East. The Anglian Region Water Efficiency 
Group (ARWEG) includes all the water companies in the region 
and provides an opportunity for all parties to share best practice, 
exchange ideas, form partnerships and inform the group of new 
research, projects and events. For full details of Waterwise East 
successes, see www.waterwise-east.org.uk.

Tap into Savings 

Waterwise, in partnership with Global Action Plan and 
Kathryn Rathouse Social Research, is rolling out Tap 
into Savings, a programme that will deliver 7,600 water 
efficiency retrofits and recruiting 350 EcoTeam members 
over the next year. Waterwise is working with local partners 
in Merstham and Redhill (Surrey), Coventry (West Midlands) 
and East Anglia on what is the only national water efficiency 
retrofit programme. 

The first Tap into Savings project is already underway in Redhill 
and Merstham, with the aim of achieving 600 water efficiency 
retrofits and recruit 30 EcoTeamers. Waterwise is working with 
Raven Housing Trust, who are also providing residents with 
free energy efficiency DIY packs, Sutton and East Surrey Water, 
Reigate and Banstead Borough Council and the Environment 
Agency. In addition, the council and water company have teamed 
up with the Greater London Energy Efficiency Network to deliver 
water and energy retrofits to 350 private homes.

The programme is being funded in part through the Greener Living 
Fund, which is sponsored by Defra. For more information and 
updates on Tap into Savings visit www.tapintosavings.org
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Waterwise and Energy Saving Trust’s 
Regional Environmental Networks for 
Energy and Water (RENEW) project 

Waterwise and the Energy Saving Trust are currently delivering 
an EU LIFE+-funded project to provide joint water and energy 
efficiency advice to householders in three pilot areas, in Cardiff, 
Edinburgh and London. The pilot is specifically designed to 
give integrated energy and water advice to customers in these 
areas. An evaluation will look at how advice was received and 
what methods worked best with the public. Waterwise provided 
the training for Energy Saving Trust advice-line staff on water 
efficiency. 4,000 customers have been given advice so far with 
over 8,000 visits to the water sections of the website and 26 
pieces of press coverage about the project. 22,500 customers are 
expected to have been reached in total by the end of the pilot in 
September 2010.

Joint communications campaigns 

Waterwise has teamed up with Talisman Communications 
for the past three years to lead national joint water 
company water efficiency campaigns. 

In 2007, to encourage people to change their water-wasting habits, 
Anglian, Bournemouth and West Hampshire, Cambridge, 
Essex and Suffolk, Portsmouth, South East, Southern, Sutton 
and East Surrey, Thames, Veolia Central, Veolia East and 
Veolia Water Southeast in conjunction with Waterwise and B&Q 
produced a 16-page A5 magazine called Summer Fun, with tips 
and advice about use of water in and around the home. 450,000 
copies of Summer Fun were distributed to the public by water 
company staff via displays at 154 B&Q stores in May and June 
2007. The magazine included a questionnaire designed to obtain 
information on people’s water-using habits. Customers were given 
incentives to return the questionnaire in the form of prizes. The 
campaign was successful with 30 million visitors to B&Q stores 
throughout the duration of the campaign. B&Q staff embraced the 
campaign with enthusiasm and worked with water company staff to 
promote the activity. Almost 42 per cent of B&Q stores reported that 
the magazine had helped them to sell more water-efficient products 
during the period of the campaign.

In 2008 Anglian, Bournemouth & West Hampshire, Cambridge 
Water, Dee Valley, Essex & Suffolk, Portsmouth, Severn 
Trent, South East, Southern, Sutton & East Surrey and Veolia 
Water Central, the Consumer Council for Water and Waterwise 
teamed up to place national advertorial features in three widely-
read customer magazines of household-name retailers, reaching 
a total audience of around ten million. Water efficiency hints and 
tips were conveyed to readers of Your M&S, Homebase Ideas and 
Asda Magazine in issues published in May, June, July and August 
– a crucial period in terms of rising customer demand for water. In 
order to ensure that readers were able to take action, Waterwise 
partnered with Big Green Smile – an online site that sells water-
efficient products. This site was promoted in the advertorial as a one 
stop shop to buy water saving products. 

In 2009 Anglian, Bournemouth and West Hampshire, Dee 
Valley, Essex and Suffolk, Scottish, Severn Trent, South 
East, Sutton and East Surrey, Thames, Veolia Central, Veolia 
Southeast and Welsh Water and Waterwise launched Shower 
power – an educational campaign encouraging shorter showering. 
The campaign was supported by the Energy Saving Trust, endorsed 
by the UK Minister for the Marine and Natural Environment,  
Huw Irranca – Davies MP and fronted by Kriss Akabusi. The 
campaign targeted both bill-payers (aged 26-55) and the younger 
age group (18 – 26), through what was a UK first for a social norms 
campaign about water. Key messages were promoted through 
advertorial in Virgin Electric Ezine, Virgin Trains Hotline Magazine  
and Your M&S Magazine to an audience of over three million  
people. In addition, promotion of research findings secured 
coverage in various media outlets including 23 regional radio 
stations, national newspapers and numerous environmental 
websites. Advertorial and PR activity drove traffic to a campaign 
webpage www.waterwise.org.uk/showerpower where visitors 
were given a chance to enter a competition to win water-efficient 
products and calculate their shower water consumption.
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Introduction and overview of water efficiency initiatives

The Water School website

Launched in January 2002, this was a joint venture 
between 13 water companies (Anglian, Essex and Suffolk, 
Northumbrian, South East, South West, Southern, Thames, 
United Utilities, Veolia Central, Veolia East, Veolia Southeast, 
Welsh and Yorkshire Water), Water UK and WaterAid. The 
website provides everything needed to set up and run a 
water conservation project in a school. 

The Water School website explains to children how to monitor 
their school’s water use and then identify ways of reducing 
consumption. The original site was solely a teacher resource; the 
new version includes online activities for children. The children are 
asked to modernise the main areas of the old, inefficient Water 
School, and to do this they have to complete four educational 
games. The website was redesigned to complement The Water 
Family website. 

South East Communications Group 
(formerly South-East Drought Communications Group) 

The South-East Drought Communications Group was 
formed in 2005. The ideas, initiatives and actions agreed 
and activated by the South-East Drought Communications 
team have been impressive and have set a new benchmark 
for cooperation between companies and the Environment 
Agency. Joint action such as a cinema advertising 
campaign, the ‘beatthedrought’ website, gardening 
initiatives and a stakeholder newsletter, plus the sharing of 
policies and strategies on issues such as hosepipe bans 
and prosecution policy, have proved immensely useful. 

An example of their joint work is the Go green with Shrek campaign. 
From May to September 2007 the South East Communications 
Group led the Go Green with Shrek campaign in association with 
Waterwise and Paramount/Dreamworks. The objective of the 
campaign was to promote water saving messages to families 
and children on the back of the launch of Shrek 3. Key messages 
focused around a common thread – reduce, reuse, recycle. 

The campaign included: direct mail to customers (door hangers 
with water efficiency messages), newspaper competitions (a Shrek 
competition was included in 20 local newspapers), partners’ 
websites (a water efficiency competition was promoted on  
www.beatthedrought.com) and schools activity (bookmarks and 
posters with water-saving messages were sent to 525 schools 
and handed out at events). The campaign provided a unique 
opportunity to promote a water efficiency message to a target 
audience of children and families. The campaign won a Green 
Apple Award.
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1.3 Networks to learn and share information  
on water efficiency

The UK water industry is involved in numerous 
networks to allow collaboration and the exchanging of 
ideas on water efficiency. There follows is a short list 
of some examples of networks currently operating. 

Water Saving Group 

The UK Environment Minister’s Water Saving Group (WSG) was 
set up to drive water efficiency in homes in England (2005 – 
2008). In its final year, this was extended to cover non-domestic 
consumption of water. Waterwise was the only NGO to sit on 
the WSG, alongside the water industry, Ofwat, the Environment 
Agency, (the department for) Communities and Local Government 
and the Consumer Council for Water (CCWater). The WSG agreed 
five (later six) workstreams. Waterwise led the workstream on 
information gaps, priorities and funding, for which it produced 
the Evidence Base for Large-scale Water Efficiency in Homes in 
October 2008 see page 18).

Waterwise Managing Director Jacob Tompkins addresses members 
of the Saving Water in Scotland Network, co-convened by Waterwise 
and Waterwatch Scotland, at the Roundtable in January 2010: 
including SWS Chair and Scottish Labour’s Spokesperson Sarah 
Boyack MSP and Chief Executive of Scottish Water Richard Ackroyd.
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Introduction and overview of water efficiency initiatives

Saving Water in Scotland

In June 2006, Waterwise convened the first meeting of the Saving 
Water in Scotland (SWS) Network, hosted by Sarah Boyack 
MSP, then convenor of the Scottish Parliament’s Environment 
Committee. Key players from Scottish Water, the Parliament, 
the then Scottish Executive, regulators, agriculture, business, 
consumer representatives, the housing sector and NGOs attended 
the roundtable, designed to share expertise and consider 
future measures to increase water efficiency. Sarah Boyack has 
continued to support the SWS Network, first as Minister, and 
then in her current role as Scottish Labour’s spokesperson on the 
Environment, Rural Affairs and Climate Change. In January 2010 
Waterwise held the 5th roundtable (co-convened with Waterwatch 
Scotland), with an address from the Climate Change Minister, 
Stewart Stevenson, and it continues to be an effective and popular 
Network for discussion and action on water efficiency in Scotland. 

National Water Conservation Group 

The mission of the National Water Conservation Group is to 
stimulate and inform debate about how to achieve the efficient use 
of water in the UK. Waterwise hosts the webpage for the group, and 
water companies regularly contribute speakers for the meetings. 

Water Efficiency Network 

The Water Efficiency Network is a Water UK-led forum for sharing 
good practice and drinking water efficiency initiatives across the 
industry. The network is a major driving force of water efficiency 
within the water companies. Waterwise’s involvement in this 
group is extremely valuable in enabling it to discuss developments 
in water efficiency project management and design, as well as 
feeding projects and the data they produce into the Evidence Base 
for Large-scale Water Efficiency in Homes. 

Watersave Network 

WATERSAVE is the Network for Water Conservation and Recycling. 
The overall aim of the network is to establish a coherent, forward-
looking UK academic community in the water conservation 
and recycling field and develop its interaction with industry and 
government. The Network receives funding from Anglian, Essex 
and Suffolk, Northumbrian, Severn Trent, South East, South 
West, Southern, Thames, United Utilities, Veolia Water 
Central, Yorkshire Water and the Environment Agency.

Members of the Saving Water in Scotland Network, co-convened by 
Waterwise and Waterwatch Scotland, at the Roundtable in January 
2010: including the Scottish Minister for Climate Change, and water, 
Stewart Stevenson MSP, Scottish Labour’s Spokesperson Sarah 
Boyack MSP, Convenor of the Transport, Infrastructure and Climate 
Change Committee Patrick Harvie MSP, and Chief Executive of 
Scottish Water Richard Ackroyd.
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The UK Environment Minister’s Water Saving Group 
for England (2005 – 2008), on which Waterwise sat 
alongside Defra, CLG (the department for Communities 
and Local Government), Ofwat, the Environment 
Agency, water companies and the Consumer Council 
for Water identified the lack of a robust evidence base 
for water efficiency as a barrier to large-scale water 
efficiency programmes. This was preventing water 
efficiency from taking its place alongside increased 
metering penetration and leakage control as a demand 
management tool to reinforce the twin-track approach 
to water resource management. The Group therefore 
tasked Waterwise with undertaking a review of the 
evidence with the aim of identifying gaps, analysing 
the data and establishing the water savings achievable 
from installation of water efficiency measures (WEMs). 
This Evidence Base project was led by Waterwise 
with guidance from a Steering Group whose members 
were drawn from the water industry, regulators and 
government. 

The first phase of the Evidence Base project resulted in a report, 
published in October 2008, which drew on evidence from around 
20 water efficiency trials and projects that had been undertaken 
by water companies in the UK: 16 trials are featured in the final 
report. These trials were analysed with a view to filling some 
of the knowledge gaps which were preventing water efficiency 
contributing more fully to a twin-track approach to water 
resource management. The October 2008 Evidence Base report 
accomplished the following: 

n  extracted information of water savings from water efficiency 
trials and projects in the UK; 

n  filtered projects in terms of accuracy and robustness; 

n  developed a table of WEMs and associated savings; 

n described the range of WEMs available for projects; and 

n  developed a set of scenarios for large-scale water efficiency 
programmes, with Average Incremental Cost (AIC), water 
savings and Net Present Value (NPV) presented.

It focused on 16 trials carried out by the following companies:
Anglian Water – one trial
Essex and Suffolk Water – eight trials 
Severn Trent Water – one trial
South West Water – one trial
Sutton and East Surrey Water – one trial
Thames Water – one trial 
United Utilities – two trials
Yorkshire Water – one trial

The October 2008 Evidence Base report was warmly welcomed by 
the Water Saving Group at its final meeting in November 2008. At that 
meeting, WSG colleagues “welcomed this useful report and agreed 
that it should be kept updated to reflect the evidence of future water 
efficiency projects as they became available in the future”. 

Indeed, the original Evidence Base report is widely acknowledged 
to have been extremely useful in plugging the information gaps, and 
was used by both water companies and Ofwat during the 2009 Price 
Review. 

However, the study posed almost as many questions as it answered, 
which is why the Water Saving Group agreed that it should be kept 
updated. Consequently, a review was carried out to determine how 
the next phase of the Evidence Base, Phase II, could best assist 
the water industry, regulators and policymakers in supporting the 
development of water demand management options – including in 
the context of carbon targets. 

1.4 Evidence Base for Large-Scale  
Water Efficiency in Homes
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Since its first publication, the Evidence Base has been updated, 
with first report of Phase II published in February 2010. Phase II was 
developed with financial support from former Water Saving Group 
members and builds upon and improves the work presented in 
the original Evidence Base report. It provides better guidance for 
water companies on water efficiency project-rollout, an improved 
policy framework, more informed project scenarios for better water 
efficiency project repeatability and improved guidance on water 
efficiency investment decisions. 

Since the first Evidence Base report, Ofwat has introduced Water 
Efficiency Targets for the water companies in England and Wales 
and there is now a water efficiency duty on Scottish Water, and there 
has been a large increase in the scale of water efficiency projects 
being carried out. Six water companies were allowed investment 
for large-scale water efficiency programmes as part of Ofwat’s final 
determination for PR09, and other water companies are planning 
to carry out water efficiency schemes which are self-funded. This 
represents significant progress, but delivering water efficiency 
continues to face challenges as well as opportunities: the Evidence 
Base Phase II highlights these and seeks to address them. 

There is some fantastic work being carried out by UK water 
companies to take forward large-scale water efficiency, and the 
first report of Phase II of the Evidence Base for Large-scale Water 
Efficiency in Homes not only draws on these to build an economic 
case, but will also influence future work, making it even more cost-
effective. Importantly, as water efficiency is increasingly needed to 
help the UK meet its carbon targets and adapt to climate change, the 
report also contains a comprehensive and quantified analysis of the 
carbon and energy savings to be found in large-scale retrofitting.

The updated report will help companies start to build the case for 
their future water efficiency retrofitting projects; for companies with 
the opportunity to plan during AMP5 and all companies during AMP6 
(in England and Wales), and for Scottish Water and Northern Ireland 
Water. In future reports this will be supplemented with data from 
further domestic trials, but also from non-household areas of water 
efficiency such as from schools. The recommendations included 
in the Evidence Base Phase II report suggest ways that water 
companies, manufacturers and retailers can help to make water 
efficiency a more viable option. There are a number of areas where 
more work is required, but the results in the report should give water 
efficiency practitioners confidence that they can deliver water savings 
cost-effectively through retrofitting projects.

The Evidence Base Steering Group has been expanded and in 
addition to water companies, Ofwat, the Environment Agency, 
Defra (the Department for Environment, Food and Rural Affairs), 
Communities and Local Government, Consumer Council for Water, 
now also includes the Department for Energy and Climate Change 
and the Water Industry Commission for Scotland. 

The first report of Phase II of the Evidence Base for Large-scale 
Water Efficiency in Homes analyses nine trials carried out by the 
following companies:
Anglian Water – one trial
Severn Trent Water – one trial
South West Water – one trial
Sutton and East Surrey – one trial
Thames Water – two trials
United Utilities – one trial
Wessex Water – one trial
Yorkshire Water – one trial

The Evidence Base reports can be found on Waterwise’s website.

Waterwise’s updated Best Practice Guide to Water Efficiency 
Retrofitting – a practical guide to running a water efficiency 
programme or partnership, including using incentives such as the 
Carbon Emissions Reduction Target – was published by Waterwise 
as part of the Evidence Base series of reports, in December 2009. 
It is available on the Waterwise website.
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This section of the report lists each individual water company in the 
UK and some examples of the water efficiency work they have carried 
out. It is not a comprehensive list of activities, but shows some of the 
work that has been carried out in recent years. The key at the top of 
each profile provides a short cut to further activities the company 
carries out on water efficiency. For more information on any of the 
activities please contact the individual water company or Waterwise.

Key:

Distributes free of charge  
Cistern Displacement Devices

Offers customers home audits

Offers customers business audits

Supports Waterwise East

Offers customers water butts

Supports The Water School website

Supports Waterwise 

Participated in the 2007 joint water  
company campaign

Participated in the 2008 joint water  
company campaign

Participated in the 2009 joint water  
company campaign

Water efficiency section on its website

Involved in Tap into Savings

Featured in the Evidence Base for  
Large-scale Water Efficiency in Homes

Enhanced water efficiency programme 

Introduction
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Water company water efficiency highlights

Anglian Water
www.anglianwater.co.uk 

Anglian Water carries out water efficiency audits for around 200 
non-domestic customers each year. Some of these are followed 
up to determine whether efficiencies highlighted during the audit 
have been applied and to monitor the levels of water use now 
being achieved. The Business Customer Services Team offers 
an Optimiser scheme to larger water users, acting as a technical 
and efficiency advisory service. The scheme provides on-site 
leakage detection and advice on process engineering. Initial 
visits are free, but then Optimiser consultations are charged 
at a commercial rate. Anglian Water also offers non-domestic 
customers a Process Water Efficiency Assessment which looks at 
on-site water consumption within the production and operational 
processes. For a small fee, the assessment typically involves a site 
visit and interviews with key operational staff. Any data available on 
production and water consumption is then compared with industry 
benchmarks and recommendations made as to how to improve 
process water efficiency.

Anglian Water has worked in partnership with Peterborough 
Environment City Trust for a number of years on its Seeding 
Sustainable Communities Projects and is supporting the Trust with 
its ambition to make Peterborough the UK Environment Capital. 

Case Study
The Anglian Water region is the driest in the UK, receiving around 
half the UK’s national average rainfall, making water efficiency 
vital. Drought-prone areas of east Suffolk were selected to 
take part in pioneering trials of enhanced metering, aiming to 
offset current and growing demand by fitting 26,500 domestic 
water meters in parts of Ipswich, Woodbridge and Felixstowe. 
Comparisons were then made between quarterly unmeasured 
charges and the charge based on a meter reading for the 
amount of water actually used per household. The data collected 
demonstrated that 65 per cent of households would be better 
off changing to metered (measured) charges and of these, 100 
households would be better off by more than £400 annually. 
As a result of the project, 8,934 households have now opted to 
use their water meters and Anglian Water is confident that more 
customers in other areas will follow suit and decide to switch.

Bournemouth and West  
Hampshire Water 
www.bwhwater.co.uk 

Bournemouth and West Hampshire Water has for many years 
promoted the use of cistern displacement devices. It also has 
self-audit leaflets sent to all household customers to help them 
better understand water use in the home, and suggest where 
savings might be possible. It has actively promoted the benefits 
of rainwater storage, using water butts to help reduce peak 
demands, and by organising sales in conjunction with local 
authorities and a neighbouring water company (Wessex Water). 

Bournemouth and West Hampshire Water operates a plumbing 
maintenance service to customers, including tap and ball-valve 
re-washering and re-seating, and offers a free supply pipe repair 
service to household customers and a subsidised replacement 
where the supply pipe is found to need renewal because it is 
beyond economical repair. 

Bournemouth and West Hampshire Water promotes water butts 
and composters through its ‘Water Matters’ newsletter and in-bill 
offers. It also offers a Waterwise Marque-winning water-efficient 
showerhead to its customers at a discounted price. 

Case Study
Bournemouth and West Hampshire Water sees education 
as fundamental in achieving a water-efficient society. During 
2009 it worked with a number of school and community 
organisations within the area with the aim of increasing the 
awareness of water efficiency in the local community. As an 
ongoing commitment it gives talks to and donates water 
butts and cistern displacement devices to various schools 
and community groups in the area. It also attends community 
functions such as the Stour Valley Festival where it engages 
with customers against a backdrop such as the River Stour, 
one of the main sources of potable water. This enables 
Bournemouth and West Hampshire Water to highlight the 
environmental significance of reducing water use, coupled with 
the associated economic and climate change benefits. 
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Bristol Water
www.bristolwater.co.uk 

Bristol Water’s website offers water efficiency tips and advice for 
gardeners. It lists a month-by-month action plan on how to grow a 
water-efficient garden – including mulching, drought-resistant plants, 
water-storing crystals and raising the blades on the lawn mower so 
that the grass is longer. In addition to information on the website, it 
sponsors local newspaper weather forecasts as a way of improving 
customer water awareness. 

Bristol Water sends business customers a newsletter called 
‘Inflow’. It also has a dedicated Business Care Unit to cater for 
customers’ specific needs. Account Managers have established 
closer relationships with customers so that they can help in 
the most appropriate way. Two Account Managers have been 
appointed to maintain day-to-day customer contact in terms of 
billing, administration and dealing with business queries. Under the 
Business Care brand a number of leaflets, seminars and information 
sources, including the annual newsletter, are offered to customers. 
Advice on water supply regulations, new technologies in the water 
industry, water-saving devices and techniques are provided.

Case Study
Bristol Water regularly distributes thousands of special free 
packs of seeds of drought-tolerant flowers to children around 
its supply area. The idea is to show children how they can 
have a colourful display while using very little water. The packs 
also contain other advice on saving water in the garden. The 
initiative is part of Bristol Water’s continuing efforts to promote 
water efficiency, especially in the garden. 

Cambridge Water
www.cambridge-water.co.uk 

In support of World Water Day in 2007, Cambridge Water, in 
conjunction with the City Council, held a stand in Cambridge’s 
market square with the aim of educating the general public 
regarding World Water Day and ways in which to save water. 
Visitors to the stand were asked to estimate the quantities of water 
used in various daily activities like cleaning the car or washing up 
and these were compared to the quantities of water available to 
people in developing countries. Cambridge Water has produced 
stickers which are handed out freely at shows like this. Two 
versions have been created (one for adults, one for children). 
Companies and schools are encouraged to place the stickers near 
taps in cloakrooms and kitchens. 

Cambridge Water has a dedicated section on its website for 
developers who are interested in incorporating water efficient 
techniques into new build properties. The section includes a  
link to Waterwise East’s Water Efficient Buildings website. 
Cambridge Water provides desk space for Waterwise East 
Coordinator Clare Watters. 

Case Study
In July 2009 Cambridge Water undertook a survey in 
partnership with Cranfield University to survey residents who 
had moved into a newly-built home in the last two years. 
The survey aimed to explore attitudes towards water and 
consumption patterns, and to obtain people’s opinions about 
potentially using recycled water. More than 2000 people were 
surveyed and 22 per cent responded. The results showed there 
was widespread support for domestic use of greywater, with 
the overwhelming majority of respondents saying they would 
be willing to invest in a system because they were concerned 
about the environment, and to ensure a reliable supply at times 
of water scarcity. More than 93 per cent believed that greywater 
recycling systems should be compulsory in new-build projects, 
with just two per cent saying they were unwilling to use 
greywater. Most of those who objected said they would need 
further information before giving consent. 

Interestingly, the results showed customers would prefer to 
invest in water-saving technologies, such as dual-flush toilets 
and water-efficient appliances, rather than compromise on their 
water use in the garden. 
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Water company water efficiency highlights

Dee Valley Water 
www.deevalleywater.co.uk 

Dee Valley Water covers an area of 831 square kilometres in the 
North East of Wales and the North West of England and supplies 
a population of 258,000 which is split about 50:50 in Wales and 
England. Domestic water efficiency is promoted through the Dee 
Valley Water leaflet ‘A guide to water services’ which is sent out 
with all customer bills. In addition to this, all domestic customers 
that request a free cistern displacement device are sent ‘A guide 
to water efficiency in the home’ (a leaflet). The guide tells people 
why they should save water and gives them water efficiency tips 
for in and around the home, as well as information on switching 
to a metered supply. Dee Valley Water also distributes self-audit 
packs with its bills. The Dee Valley Water leaflets and website are 
available in both the Welsh and English language.

Dee Valley Water has carried out water audits at nursing homes 
and schools and for other business customers.Non-household 
audits are aimed principally at schools but are offered to other 
customers on request. Selected Duke of Westminster estate 
properties in the area have had smart meters fitted and leaks have 
been detected. Dee Valley Water distributes self-audit packs to all 
non-household customers on request and takes the opportunity to 
promote water efficiency during the water audit.

Dee Valley Water has created ‘A guide to using water efficiently in 
your business’ which tells companies why they should and how 
they can save water. The leaflet advises businesses to undertake 
a water audit, set targets and then continue to monitor their 
achievements.

 

Essex and Suffolk Water 
www.eswater.co.uk 

In late 2009 Essex and Suffolk Water worked with managers and 
owners of hotels in Suffolk to help them become more aware of 
the water consumption in their property. 252 hotels and guest 
houses in Suffolk were invited to have a water efficiency visit, with 
the chance to be one of 50 hotels receiving a free water audit. 
At the water efficiency visit a water efficiency starter pack was 
provided which included a cistern displacement device, shower 
aerator, shower timer and tap insert. The owners and managers 
were also given a copy of CIRIA’s ‘Key Performance Indicators 
for water use in hotels’, to help them benchmark their property 
in terms of water consumption. Following this, 50 hotels were 
chosen for the free water audits which included the retrofitting of 
dual-flush devices and aerated showerheads. Feedback from the 
hotels suggests that the majority of them would welcome water 
efficiency information being left for customers to read. In response 
to this, Essex and Suffolk Water designed information cards that 
have been sent to participating hotels that showed interest. 

Case Study
The H2eco project is based on the customer completing a 
self-audit which then leads to the provision of goods for the 
customer or a plumber to fit. Phase 3 of this project included the 
provision of a personalised Water Savers Report to customers. 
2,492 customers in Chelmsford, Essex were invited to take part 
in January 2009, and 194 went on to have audits. Customers 
were sent a letter providing them with the option of requesting 
a Home Survey pack. Once they received their pack and 
completed the workbook, the answers were input into Essex 
and Suffolk Water’s database to generate a personalised report 
providing suggestions of suitable products for their home and 
garden, as well as anticipated water and money savings. Within 
five days of receiving the Water Savers Report the customer was 
contacted to make an appointment for a plumber to visit their 
property and fit products. Phase 3 differed from previous phases 
because instead of using the workbook like a shopping list, the 
customer was encouraged to audit their water consumption, the 
Report then explained what products might be suitable, and the 
plumber fitted as many as possible whilst explaining the products 
in more detail. This new approach ensured that the customer’s 
home was as water-efficient as possible, and led to higher water 
savings than Phase 2, with an average saving of 33 litres per 
property per day.
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Northern Ireland Water
www.niwater.com 

Northern Ireland Water’s education team was established in 
2007. It carries out classroom visits, treatment work visits and 
summer camp schemes. During the visits children receive 
pencils, fridge magnets, book markers and leaflets about water 
efficiency. Teachers receive cistern displacement devices, a 
snakes and ladders game, magnets and leaflets featuring water 
efficiency measures. 

Northern Ireland Water has a double-decker waterbus which  
has been transformed into a mobile education unit. It concentrates 
on water issues suitable for Key Stage 1 and 2. The bus holds  
17 pupils at a time and allows them to learn via presentations and 
demonstrations about the water cycle, water for health, water 
conservation and water and wastewater treatment. 

Case Study
During 2009/10, Northern Ireland Water’s Education Team, is 
asking primary schools to take part in its new water conservation 
initiative “Spread the Word”. This will obtain essential information 
about the water habits of households within Northern Ireland. 
On average 145 litres of water is used per person per day in 
Northern Ireland. This initiative aims to educate young people 
and their parents on the importance of water efficiency, 
spreading the message throughout the community, whilst giving 
schools an opportunity to win money. For each school visited 
by the Team, the Principal is asked to distribute Northern Ireland 
Water Domestic Water Audits, with accompanying letters to 
all families within their school. The interested schools inform 
Northern Ireland Water of their pupil numbers, the Audits are sent 
and the school returns the completed ones. Every school that 
enters receives cistern displacement devices for their toilets, a 
school returning 75 per cent completed audits receives a water 
saving pack including a waterbutt, watering cans and drought 
resistant seeds and the school with the highest percentage of 
returns wins a cash prize of £250. 

Northumbrian Water
www.nwl.co.uk 

Water efficiency is promoted through Northumbrian Water’s 
website and through links with other websites such as that of 
Northumberland County Council, as well as at events and in 
the media. The website helps customers to access the most 
appropriate information through a dedicated ‘for the home’ 
section. The ‘Using water wisely’ area gives visitors to the site 
the opportunity to learn about specific water-saving initiatives in 
each area of the home, to complete an awareness-raising carbon 
calculation survey and to read about past and ongoing research 
projects. There are offers for water efficiency products available 
through the website, both offering free cistern displacement 
devices and directing customers to partner organisations which 
can help them to use less water. 

Northumbrian Water offers domestic customers free and 
subsidised water-saving devices, such as cistern displacement 
devices and water butts. It offers other water-saving gardening 
products via an insert in customers’ bills, as well as through the 
website and direct mailing. The range of products include large 
and small complete water butt kits, trigger hoses and freeflow drip 
watering kits. The devices are publicised on the Northumbrian 
Water website, in the “Using Water Wisely” booklet, in various 
articles and other publications and at events. The products are 
distributed on request from the customer.

Each winter, Northumbrian Water distributes literature giving 
people tips to help avoid frozen and burst pipes during the cold 
weather spells. This is supported by news releases to the media, 
and further promotion on its website, where customers can also 
download a copy of the leaflet. The ‘Beat the freeze’ leaflet is 
available on request from Northumbrian Water’s contact centres.
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Portsmouth Water 
www.portsmouthwater.co.uk 

Portsmouth Water promotes water efficiency throughout its 
communications including newsletters, its website and at events. 
Since 2005 it has required all new households to be metered in 
order to encourage them to be economical in their use of water. 
Water efficiency packs are distributed to new householders and 
meter optant customers. 

The drought-tolerant garden, established by Portsmouth Water at 
its Head Office entrance in 2007 as part of its 150 year anniversary 
celebrations, was awarded a Certificate of Excellence in the 2008 
South & South East in Bloom Competition. The plants in the 
garden, all of which require little or no watering, were chosen to be 
visually stimulating whilst contributing colour, scent and variation in 
leaf texture and shape.

Portsmouth Water provides water audits and leaflets for non-
domestic customers. The leaflets contain information on checking 
for leaks, checking appliances for excessive use and ideas for 
what they can do in the future.

The Water in Life Education Pack is available to download from 
Portsmouth Water’s website. The education pack includes 
information and activity sheets designed to educate children in the 
role water plays in the world. The sheets include information on 
planet earth, the water cycle, sources of water, water efficiency, 
the whole water treatment process and the impact water, or lack 
of it, has in other parts of the world. The activity sheets enable 
children within a class structure to carry out easy experiments that 
support the information sheets. 

Scottish Water 
www.scottishwater.co.uk 

Scottish Water has undertaken a campaign to inform and educate 
their household customers of measures they can take to preserve 
water resources through communications (including leaflets and 
their website), promotions (free cistern displacement devices) 
and partnerships with environmental stakeholders and relevant 
organisations (such as Energy Saving Trust Scotland and local 
councils) who it can then work alongside to deliver the water-efficient 
living key messages to household customers. In 2008 it helped eight 
local councils to promote jointly-branded water-saving devices to 
residents in their area by facilitating a deal with a single manufacturer.

Scottish Water has various types of communications aimed at its 
domestic customers to help inform them on the efficient use of water. 
It has two water efficiency leaflets (Water efficient living and Water 
efficient gardening) and a suite of A3 posters each promoting an easy 
but effective way to use water wisely. 

Scottish Water’s website has a dedicated portal for education about 
the water cycle and the importance of clean water. This section has 
pages focussed on saving water which list facts about water use and 
tips for water efficiency in and around the home. The website also 
allows people to order a free cistern displacement device and has a 
link to a partnership site to help its customers buy water butts and 
other water-efficient products for the garden.

Case Study
Scottish Water is working hard to adapt to the changing climate 
and reduce its carbon emissions. It continues to encourage its 
customers to use water wisely, through its water efficient living 
campaign, helping them not only save water but also save 
energy, reducing their carbon footprint and their energy bills. In 
2009, Scottish Water supported the Shower power campaign 
which helped to promote to its customers in Scotland that 
taking a shorter shower can help save water and energy and 
give them more free time too!

Scottish Water is developing a partnership approach with 
other relevant organisations such as Waterwise and the Energy 
Saving Trust Scotland, to jointly promote water efficiency 
messages to its customers. It is working with developers and 
housing associations to encourage water-efficient practices and 
retrofit programmes in alignment with the introduction of the 
new building regulations in Scotland, and is jointly promoting 
simple but effective tips on how to use water wisely to new 
homeowners.
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South East Water
www.southeastwater.co.uk 

South East Water merged with Mid Kent Water in December 2007. 
It has distributed over 36,000 cistern displacement devices to 
its customers since 2005. It has also distributed water efficiency 
advice, self-audit details and free meter information to all of its 
790,000 homes and 70,000 non-domestic customers via its 
magazine sent out with annual bills. It has subsidised sales of over 
18,000 water butts to its customers, and in excess of 10,000 
posters, post cards and leaflets to councils, community groups, 
local organisations and schools. 

South East Water is investigating the use of seasonal tariffs by 
running a pilot scheme in conjunction with its Savings on Tap 
initiative in Ashford. In the trial, 100 customers are being charged 
on a variable tariff to encourage more careful use of water during 
the summer.

Case Study
Savings on Tap in Kent – The importance of partnership 
working Ashford in Kent has been identified by Government 
as one of its major ‘growth areas’. This means that it will 
attract additional investment and by 2031 will deliver 31,000 
new homes and 28,000 new jobs. For several years South 
East Water has worked in partnership with Kent County 
Council, Ashford’s Future, Ashford Borough Council and the 
Environment Agency to find ways of reducing household 
consumption of water. This partnership helps South East Water 
promote water efficiency messages and trial some devices that 
could benefit other communities if proven to be successful. A 
recent phase of the project has involved a plumber from South 
East Water’s Waterlink team visiting homes, completing an audit 
and fitting free water-efficient devices. Around 56 per cent of 
homes in the chosen area were visited and of these 90 per cent 
then took part. South East Water continues to work closely with 
its partners to find ways of promoting water efficiency in the 
Ashford area. 

Severn Trent Water
www.stwater.co.uk 

Since 2005 Severn Trent Water has distributed over 600,000 
cistern displacement devices to customers. It estimates that about 
425,000 of these have been installed, creating a saving of around 
4.2 million litres of water per day. 

Severn Trent Water works with third party organisations to 
promote water-efficient showerheads, shower timers and internal 
leak alarms, as well as water butts. It has sold over 24,000 water 
butts since 2005 through its partnership website. In early 2010 it 
entered into a partnership with an energy supplier to promote a 
shower regulator. 

Case Study
Following a small-scale schools pilot involving 50 schools in 
Leicester City, Severn Trent Water is undertaking a major 600-
site retrofit programme. The results of the preliminary project 
showed savings at an economic rate and the aim of this project 
is to repeat the results on a larger scale. The school sector 
was selected because it represents a large number of facilities, 
managed by a small number of local authorities. Severn Trent 
Water has provided funding for the supply and installation of 
water efficiency devices in the schools. 

Each school is audited and a recommendations report 
prepared. The report identifies what water efficiency measures 
are appropriate for the site based on a standard guidance 
table. The guidance table prioritises the devices being installed, 
promoting products with the highest potential saving as set 
against cost. The recommendation reports are sent to the 
school and local authority for approval. Once approval is 
obtained an appointment is scheduled for installation. A final 
report is written for the school which indicates the volume of 
water saved, financial payback period and ranking against 
the Department for Children, Schools and Families (DCSF) 
benchmarking tool. 

This project is helping Severn Trent Water develop a best 
practice approach to implementing water efficiency measures in 
large institutions on a large scale and results of the programme 
are to be reported in 2010.
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South Staffs Water
www.south-staffs-water.co.uk 

South Staffordshire Water provides cistern displacement devices 
for customers on request and typically sends around 5,000 per 
year. It posts ‘Water in the home’ leaflets and self-audit information 
to its domestic customers, and offers water butt discounts through 
bill inserts. 

Its Blithfield Education Centre offers schools a structured 
curriculum-based educational programme which incorporates 
water efficiency in the overall visit. Thousands of pupils have 
visited the centre since it opened in 1996. Education programmes 
have been designed and developed to support elements of Key 
Stage 1 and 2 science programmes for primary level and Key 
Stage 3 and above for secondary level education.

South Staffordshire Water has worked with hospitals by providing 
information on the components of hospital water use, by 
explaining how hospitals can save water and reduce costs and by 
providing advice on how hospitals can identify and detect leaks. It 
has also sent water efficiency advice to prisons.

South Staffordshire Water is investigating the potential to work with 
social housing providers to deliver water efficiency savings when 
households are refurbished through the Decent Homes directive. 
In excess of 20 per cent of the properties within the supply area 
are owned by social landlords.

Case Study
South Staffordshire Water has undertaken free water efficiency 
audits for some of its largest non-household customers. 
The top 20 water-using customers were approached and 
a number of these accepted the offer of free audits. These 
audits were intended to provide a ‘snap shot’ view on an 
area of water use that could be targeted for further action 
or for further evaluation. The surveys were undertaken by 
South Staffordshire Water’s Water Regulation Inspectors 
and Integrated Water Systems (IWS), its sister company with 
expertise in water treatment and hygiene. 

Audits have been undertaken at JCB in Rocester and Unilever 
and Kerry Foods in Burton. The audits have focussed on 
toilet and shower use, and hand-washing, as well as industrial 
process use. The audits have identified several areas for 
potential savings; and the companies are now considering 
whether the suggestions can be implemented. 

 

South West Water
www.southwestwater.co.uk 

South West Water’s water efficiency activities during 2008/09 
produced 2.83 million litres per day savings. South West Water 
won the Water Industry Achievement Award in 2008 for its work 
promoting water efficiency to non-domestic customers and a 
Green Apple Award in 2008. It was also awarded National Green 
Hero status in 2009 and was shortlisted for the 2009 Environment 
Agency water efficiency awards. 

During 2008 South West Water piloted a domestic water-use 
calculator. Customers compare their household use to similar sized 
households in the region and the reverse of the calculator provides 
tips and advice. The calculator is currently being used on the 
customer caravan, by the customer metering advisors, and is sent 
to customers who request the water conservation top tips booklet, 
and together with a questionnaire to customers who have received 
cistern displacement devices. The caravan also visits town and city 
centres and county and regional shows to encourage customers 
to undertake home water audits. The caravan is fully equipped 
to demonstrate the latest water-saving devices. Around 70 such 
events are attended by the caravan each year.

High-use sectors such as holiday and hospitality are targeted 
through joint initiatives with organisations such as Envision, 
Cornwall Sustainable Trust (Coast) and South West Tourism. Guest 
room information packs, regional ‘guest laundry cards’ and sector-
specific presentations have been produced on water efficiency. 
Between April 2008 and March 2009 South West Water made a 
concerted effort to review water use at their public conveniences, 
working with Penwith, Restormal, East Devon and Mid Devon 
Councils plus Grade Ruan Community Trust. 
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Sutton and East Surrey Water
www.waterplc.com 

Sutton and East Surrey Water is committed to promoting the 
efficient use of water supplies through a variety of different 
mechanisms. In August 2009, it reviewed its customer bills to 
help metered customers see trends in their water use, and how 
these compare with typical and efficient customers of the same 
household size. Water use graphs and look-up tables are now 
highly visible on metered bills. 

Sutton and East Surrey Water has a dedicated education centre 
at the Bough Beach Treatment Works and Reservoir. Its education 
programme covers the water cycle and treatment, safety around 
water, and using water wisely. In 2008/09 3,549 children visited 
the visitor centre and 7,301 children attended a talk within 
their school. The dedicated education centre near Edenbridge 
celebrated its tenth anniversary in 2009.

Case Study
Sutton and East Surrey Water carried out a partnership 
project with Reigate and Banstead Borough Council, Raven 
Housing Trust, Environment Agency, Surrey County Council 
and Waterwise, which was funded by the Government’s 
New Growth Points Scheme, with the aim of reducing water 
consumption using a range of water-efficient appliances and 
an educational programme, in order to offset demand from 
new homes to be built in the area. The Preston Water Efficiency 
Initiative was divided into four areas: a rainwater harvesting 
trial on 12 flats, a bathroom refurbishment programme in 160 
homes, a demand management retrofit programme in 240 
homes and a school programme including retrofitting devices 
and educating children. The project showed that significant 
water savings can be achieved through installing water-efficient 
devices in existing housing stock, even where tenants do 
not have a financial incentive to save water – all tenants were 
unmeasured and paid for water through their rent. Retrofit 
devices reduced water use by 14 per cent and the installation 
of dual-flush toilets and showers as part of the Decent Homes 
programme resulted in 25 per cent water savings. The project 
was so successful that as a result Raven Housing Trust has 
applied the water-efficient measures across its housing stock.

Southern Water
www.southernwater.co.uk 

Southern Water has water efficiency leaflets and water-retaining 
gels available for gardeners on request and at roadshows. It 
works in partnership with expert organisations, including the 
Royal Horticultural Society and Chichester College, to offer 
water-efficient gardening advice. Since 2002, Southern Water 
has sponsored South & South East in Bloom which promotes 
water-efficient gardening across the region, and during 2009 
the competition saw a record 207 entries. It initiated a Blooming 
School campaign as part of the South & South East in Bloom 
sponsorship, which to date has seen 316 gardens created and 
more than 47,000 children taking part.

Southern Water supports a theatre company which presents the 
story of the Drip family, who are wasteful with water until the taps, 
toilet and washing machine in their home rebel and the family learn 
how water is essential to their lives. The show is designed to meet 
National Curriculum requirements on the water cycle for Key Stage 
2 and to date has been seen by nearly 50,000 children.

Metering all customers is a key focus for Southern Water in the 
next five years and a vital part of how it intends to manage water 
resources during the next 25 years. The metering programme will 
commence in 2010 and roll out across the region. Alongside this 
Southern Water will be using an integrated demand management 
approach, promoting water efficiency.

Case Study
Southern Water is stepping up its educational work through a 
joint programme being developed with the Design Council. The 
Water Design Challenge will be launched in 2010 and will run in 
five secondary schools across the region. The children will be 
tasked with working out how much water they use in school 
and where it is going to waste. They will then use design to 
come up with an idea for a product or service that will reduce 
water waste. Through the challenge, the schools will have 
access to water industry experts and design professionals to 
help shape their plans. This partnership approach will not only 
educate the next generation of water users about why we need 
to preserve water, but will also inspire them to use creativity and 
innovation to come up with solutions to enable customers to 
save water, save energy and save money.
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Thames Water
www.thameswater.co.uk 

Thames Water’s approach to auditing homes, businesses and 
public sector institutions has evolved over a series of programmes 
since 2006. Its approach to supporting domestic customers has 
included plumber visits, self-audits, working with community 
partners and an integrated approach with energy audits. Alongside 
this, Thames Water has undertaken an extensive audit programme 
delivering over 10,000 audits to non-domestic and public sector 
institutions and undertaken 180 audits in schools, followed by the 
installation of water-efficient devices in the school premises. School 
activities have been supported by awareness-raising programmes 
to encourage schools to take ownership and to drive the 
programme forward. The ‘Water Makeover’ was launched in 2008, 
adopts a whole school approach and involves an audit of the school 
premises, retrofit of water-saving devices and workshops to engage 
and educate pupils.

In 2008/09 Thames saved 4.73 Ml/d as a result of an intensive 
programme which included a targeted campaign focused on non-
domestic customers identified to have high water use – this was 
more than twice the 2.02 Ml/d it reported from water efficiency 
activities in 2007/08.

Thames Water has provided over 370,000 household customers 
with water-saving advice and self-audit questionnaires with their bills 
to support the adoption of water-saving behaviour in the home.

Case Study
Thames Water has a comprehensive water efficiency 
programme providing advice, information and audits to non-
domestic and public sector organisations. Water efficiency 
resources are available on its website including self-audit and 
benchmarking information, details of water-saving products, 
and downloadable copies of ‘turn off the tap’ posters, for use in 
toilet blocks or catering areas.

In 2008/09 Thames Water distributed over 6,600 copies of its 
new self-audit pack for businesses, “Steps to sustainable water 
use”. The pack demonstrates the link between water use and 
energy use and includes a calculator of water consumption, 
simple measures to reduce water consumption and information 
on the Enhanced Capital Allowance Scheme and the Water 
Supply (Water Fittings) Regulations 1999.

United Utilities
www.unitedutilities.com 

United Utilities offers cistern displacement devices free-of-charge at 
the request of customers. Over 600,000 devices have been sent out 
free-of-charge since 1997, including 57,000 to domestic customers 
and 12,000 to non-domestic customers in 2008/09 alone.

United Utilities carried out a special promotion of water efficiency for 
14,000 farms, parks and gardens in 2007. The project consisted 
of a specially-tailored leaflet being sent to the owner or caretaker of 
the property. United Utilities has also organised recycling roadshows 
with local uuthorities across the region, where water butts and 
composters were sold at discounted prices. Since 1997/98 over 
1,000 trigger nozzle hose fittings have been given away and 8,000 
water butts have been sold or given away at these events. In total, 
United Utilities has provided 20,000 water butts at discounted 
prices to its customers since 1997.

The United Utilities Water and Energy Efficient Showers research 
and evaluation study investigated showers in terms of both 
performance criteria and customer satisfaction. The findings have 
been used to identify and reinforce potential strategies to encourage 
efficient use of water and energy through shower-use in homes. The 
report made recommendations that water companies and others 
should encourage customers to retrofit water-saving showerheads 
to existing showers with high flow-rates. Further studies were 
undertaken with customers for evaluation and implementation to 
demonstrate the benefits in practice. United Utilities won a Silver 
Award in the 2009 Water Efficiency Awards for this work. 

Case Study
Following on from the water and energy efficient shower research, 
United Utilities evaluated the real benefits aerated showerheads 
could provide. United Utilities offered around 2,000 homes in 
Warrington the opportunity to have a free “Visit and Fix” household 
audit. As part of this, customers were given the chance to have 
various water-saving devices installed. In total, 393 households 
were audited and 212 of these had at least one showerhead 
installed. Through the collection of detailed meter readings United 
Utilities were able to evaluate the volume of water saved by 
aerated showerheads in customers’ homes. The average water 
saving per showerhead was 37 litres per property per day. The 
costs of directly fitting showerheads in domestic properties were 
found to be high. The average incremental social cost* (AISC) for 
the water audits was 107 pence per m3. 

*For further information about AISCs please see Phase II of the Waterwise Evidence Base 
for Large-scale Water Efficiency in Homes – available on www.waterwise.org.uk
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Veolia Water Central
www.veoliawater.co.uk/central 

Veolia Water Central’s Educational and Environment Centre won 
a golden Green Apple Award in 2007 for its innovative water-
saving project for schools. This award was given to the Saturation 
Project, which involved over 1600 schoolchildren from six schools 
in North London, and encouraged pupils and their schools to 
save as much water as possible over a two-week period. This 
award was the Centre’s fourth Green Apple Award but its first Gold 
award. The Centre reaches about 13,000 children and adults a 
year and enables them to participate in water efficiency activities at 
the Centre.

Veolia Water Central has created a developers’ pack which 
contains a leaflet on developing sustainable homes, and has 
an active project with Bellway Homes to measure the post-
construction consumption of mixed social/private housing 
developments in Borehamwood and Letchworth Garden City.

Case Study
Veolia Water Central is working in partnership with Bellway 
Homes to understand the water consumption of new properties 
built to the Code for Sustainable Homes (CsH) specifications. 
Two sites have been chosen in Borehamwood and Letchworth 
Garden City. The Borehamwood site comprises CsH ungraded 
private flats and housing association flats built to CsH code 
level four. The Letchworth site is a mixture of houses and flats, 
which are ungraded private and housing association-owned 
properties, with the housing association properties built to CsH 
code level four. The water consumption of the properties is 
being monitored to compare performance between the graded 
and ungraded dwellings, and to test if the CsH code level 4 
dwellings’ water consumption is reaching the target value 
of 105 litres per person per day. The residents of both sites 
are being surveyed to understand whether the performance 
of the water fittings in their homes are socially acceptable, 
and, if there are problems with the fittings, the likelihood that 
these items would be replaced with products with higher 
water consumption. The project is currently underway with 
consumption-monitoring ongoing at both sites.

Veolia Water East
www.veoliawater.co.uk/east 

Veolia Water East supplies 26 million litres of water a day to 
154,000 customers and believes the best way of promoting water 
efficiency is to increase the penetration of household metering. 
It already has the highest household meter penetration rates in 
the UK and it hopes to increase the percentage of households 
metered to over 90 per cent by 2015. Veolia Water East’s metered 
customers, on average, use 15 per cent less water than the 
unmetered customers.

Veolia Water East’s customers are currently the most efficient 
users of water in England and Wales, using on average less 
water than those in all other water supply companies with 
per capita consumption levels of 118 for metered and 134 for 
unmetered households.

Veolia Water East’s website contains water efficiency tips and 
water saving messages including ‘Saving water in the home’ 
and ‘Saving water in the garden’. The website also has detailed 
information about water use including a breakdown pie chart of 
water consumption in the home, and has a water butt special offer 
via a partnership website. 

Veolia Water East distributes cistern displacement devices on 
request to customers as well as offering water efficiency advice to 
domestic customers through booklets. 

About 10 per cent of Veolia Water East’s customers are non-
domestic; to these 4,000 customers advice is provided on water 
efficiency as well as free water audits.

Veolia Water East recognises its responsibility to the community 
and hosts organised groups at the treatment works in Horsley 
Cross and the Environmental Centre in Manningtree.
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Veolia Water Southeast
www.veoliawater.co.uk/southeast 

In 2008 Veolia Water Southeast supported schools with their 
‘Living Classroom’ projects by donating water butts to enable 
classes to collect rainwater to re-use. As part of a trial on 
Automated Meter Reading systems two local schools have been 
provided with loggers on their water meters that transmit hourly 
consumption information onto the web. The school can access 
this information and use it both to manage its budgets and as part 
of the teaching process to educate children how much water is 
used at the school.

Veolia Water Southeast engages with planners and developers 
to ensure new housing and commercial developments meet 
requirements for water efficiency. It also visits the five highest 
water-using businesses within the area of supply on an annual 
basis to discuss future demand for water and any water supply 
issues, including leak-locating activities.

Veolia Water Southeast sits on the Kent Water Demand 
Management Group chaired by Kent County Council, and takes 
an active role in the water efficiency promotion role of the group, 
including the organisation of a regional seminar in conjunction with 
the Institute of Water.

Case Study
Veolia Water Southeast has been running a compulsory 
metering and water efficiency trial since April 2007. At the start 
of the programme it created a trial area: the town of Lydd. All 
1500 properties in the town were metered and these meters are 
read and billed every three months. Nine months after the start 
of the trial Smart Communication was introduced, whereby 
an additional page was included with bills showing their water 
consumption compared to a water-efficient house. The bills 
contain further information relating to typical water consumption 
in houses with gardens and flats and how much it costs to 
use appliances (such as dishwashers and washing machines) 
for water, wastewater and energy. Phase two of the trial 
involved the introduction of a stepped tariff on two thirds of the 
properties, and phase three of the trial involved 250 properties 
receiving free leakage, tap and toilet checks. The Lydd Pilot Trial 
has been running since April 2007 and much data has been 
gathered and analysed. An interim report has been produced 
containing full details of the trial and the findings to date and 
this can be found on Veolia Water Southeast’s website, where 
they welcome comments. 

Welsh Water
www.dwrcymru.com 

Welsh Water engages with customers through community groups, 
third party endorsers and holding roadshows throughout Wales 
gaining public exposure of water efficiency messages. Customers 
are given a water efficiency bag which contains key information on 
how to make small changes to their everyday lives and save water. 

The literature which accompanies the Welsh Water annual bill 
draws customers’ attention to cistern displacement devices, which 
are available on request. Information on the device is also available 
on the website together with a podcast demonstrating how to 
install it. Water efficiency is promoted in the message area of bills 
and booklets, in a newly-metered customer’s welcome letter and 
through information sent to all council tenants. 

Welsh Water has encouraged its own staff to take part in a 
‘Sprinkler Amnesty’ and by 2008 had received over 270 pledges. 
Over 2,500 customers have pledged to give up their sprinklers via 
the website. 

Demand for sustainable outdoor learning activities in schools has 
increased since September 2008 when a new curriculum was 
implemented. The Education for Sustainable Development and 
Global Citizenship element of the curriculum has encouraged 
Welsh Water to develop new lessons to support schools in 
the area. In addition to the new lessons, Welsh Water has four 
Education Centres across its area in Elan Valley, Cilfynydd, Cog 
Moors and Alwen. Each of the 14,000 centre visitors a year 
receives water efficiency messages. 

Welsh Water has initiated a Green Plumbers scheme with 
Aqualogic and the Connaught Academy. The ‘Green Plumbers 
of Wales’ programme teaches apprentices and qualified trades 
peoples the key skills needed to ensure water efficiency in the 
home and workplace. 

Case Study
Welsh Water took part in a national trial lead by WRc into the 
analysis of mirco-component use using advanced metering 
and data logging capability. Over 20 staff volunteers took part 
in a micro-component trial testing water efficiency devices 
and understanding the user satisfaction of such devices and 
the water savings. A full water survey of the property was 
carried out and high-resolution flow meters installed to enable 
the recording of consumption pre and post installation of the 
devices. A full report from WRc will be available in mid-2010.



Wessex Water
www.wessexwater.co.uk 

Wessex Water offers water efficiency packs to its customers which 
include cistern displacement devices, a leaflet on saving water in 
the home and a self-audit. It also offers a free home audit service 
for customers. An auditor visits the customer and advises on water 
savings in the home, replacing washers and fitting low flow tap 
inserts if the taps are suitable. Wessex Water has received excellent 
feedback from its customers about this service. 

Wessex Water works with schools in two ways to encourage 
water efficiency – educational and operational. Alongside offering 
school water audit visits, its dedicated full-time education advisers 
work with thousands of primary and secondary school students in 
support of the National Curriculum on water and the environment. It 
is able to organise field study trips, give lessons and provide access 
to a number of resources as part of this free service. 

Somer Community Housing Trust, the Environment Agency and 
Resource Futures worked in partnership with Wessex Water 
in 2008/09 on a water efficiency trial involving the assessment 
of uptake, effectiveness and costs of different water efficiency 
interventions in 24 blocks of social housing flats in Bath. The flats 
were divided into four groups (device installation, engagement visits, 
device and engagement, and control), take up rates were recorded, 
water use was monitored before and after interventions and 
residents took part in a survey. Data analysis showed that  
12 out of 13 of the blocks where interventions took place used  
less water, compared to only three out of eight in the control  
group. These findings suggest the interventions were effective in 
reducing demand.

Case Study
Following a lesson on water conservation at school, run by one 
of Wessex Water’s education advisers, pupils at Key stage level 
2 are given a Waterwatch Challenge Pack. The pack includes a 
booklet on water conservation, tile stickers, a challenge chart, a 
flushometer and bookmarks. Pupils then go home and spread 
the water conservation message to all members of the family 
while carrying out a worthwhile homework project in the form of 
a water audit. The teacher chooses the extent to which they use 
the resource, but opportunities exist for follow up work such as 
persuasive writing skills in English or graph work in mathematics, 
all linked to the water-saving message. Feedback from teachers 
was that the majority of pupils who took part in the challenge 
said they now save water and a significant number of children 
believed they had influenced their family’s water use.

Yorkshire Water
www.yorkshirewater.com

Yorkshire Water offers business customers water efficiency advice 
in four principle ways. It offers self-audit packs, water audits and 
efficiency surveys, leakage detection and flow monitoring. It works 
with business customers on a commercial basis to save water 
on their premises. Following an initial audit, commercial services 
including leakage-detection, flow-monitoring and providing 
water-saving devices are offered to the customers on a charging 
basis. Yorkshire Water also provides a service whereby it remotely 
monitors water consumption by installation of flow loggers on 
revenue meters. Data from the loggers are downloaded on a daily 
basis and made available to customers via a personal website. 
Anomalies in normal daily water consumption caused by leakage 
or inefficient operation of process equipment can be identified and 
remedied, resulting in increased water efficiency on site. 

Case Study
In 2009 Yorkshire Water entered into a partnership with an 
online supplier of water-efficient products. Prior to launching 
the partnership a group of water-wise customers and “green” 
journalists were asked to trial a selection of water-saving 
gadgets for review on the Yorkshire Water website. Each of 
the customers provided comments on the gadgets and gave a 
rating out of five for ease of use, saving water, value for money, 
look and design and if they would recommend the gadget. The 
table below shows the average scores for the gadgets. The trial 
provided positive publicity for the product launch and reviews 
appeared in a number of regional newspapers with some giving 
coverage of up to two pages. The feedback from the trial can 
be viewed on the Yorkshire Water website.

Products  Average Score (out of 5)

Aerated shower-head 4.1

Trigger hose 4.3

Hand pump pressure washer 3.7

Eco showerhead two spray 4.1

Environmentally friendly kettle 3.7

Digital shower timer 3.4
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We have already seen evidence of this in the last five years with a mixture of 
hosepipe bans, droughts, floods and intense winter snowfall. Several areas of 
England are already classified as seriously water-stressed by the Environment 
Agency, and both Scotland and Wales have experienced pockets of drought 
in recent years. Water efficiency will be an essential part of the UK’s plans to 
adapt to climate change – making sure that less water goes further. It is also 
key to mitigating climate change – reducing emissions from heating water in 
homes and businesses and from the water industry’s pumping and treatment 
processes. To respond to a changing climatic and regulatory agenda, many 
of the UK water companies have taken the lead in stepping up their demand 
management policy by planning large-scale projects and campaigns for the 
future such as scaling up partnership work, further investigating the links 
between hot water and energy, distributing water-efficient product packs and 
looking at greywater recycling. 

This chapter seeks to show a few examples of the water efficiency initiatives 
planned for the future and the companies undertaking them. Further 
information on all these projects can be obtained from the water company 
or from Waterwise. These activities tie in with Waterwise’s next phase of 
activity from 2010 onwards, during which Waterwise will continue its research, 
communications, policy and campaigning work, and build on its delivery of 
water efficiency at a local level across the UK. Tying in with this process, the 
theme of the 2010 Waterwise Annual Conference was ‘The Future of Water 
Efficiency – Scaling it up’.

In order to achieve a water efficient future, Waterwise will continue to facilitate 
partnerships between organisations to promote and deliver water efficiency, 
will continue to campaign on water efficiency and will continue to build the 
Evidence Base for Large-scale Water Efficiency in Homes. This all fits within 
a context of policy change around water use in which Waterwise plays a 
prominent role and is seeking to expand, in England, Wales, Scotland and 
Northern Ireland, and at UK level.

Climate change is already taking effect in the UK, and will have a huge 
impact in the future. Drier summers and wetter winters, and more 
droughts and floods, aggravated by increased population and housing 
demand mean that our finite supplies of fresh water are going to have 
to stretch further. 

Introduction
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The future of water efficiency

Water Efficiency Audit Trials

The Water Efficiency Measures Programme currently delivered 
by Anglian Water is a significant new policy promoting efficient 
domestic water use. It targets specific areas to help maintain 
the balance between water supply and demand and is closely 
associated with the Anglian Water enhanced metering programme. 
The Programme involves auditors visiting 87,500 households 
between 2010 and March 2015, installing, where requested, 
retrofit water-saving devices, and giving advice and water-saving 
tips, all of which are free. The programme will reduce domestic 
demand for water by 20 per cent in the areas targeted. Data from 
each participating household will be analysed to demonstrate 
the programme’s benefits. Daily or more frequent flow data 
and consumption information will be recorded to give a better 
understanding of household water use. Analysis and conclusions 
from this research will be available in interim and final reports for the 
benefit of the wider water industry, both in the UK and worldwide. 

Similarly, Thames Water’s AMP5 programme includes an 
enhanced level of water efficiency within an integrated demand 
management framework. As part of this work, Thames Water 
will be delivering a significantly enlarged programme of domestic 
and public sector audits between 2010 and 2015, on top of the 
high degree of activity already included in its baseline target of 
3.45Ml/d. This enhanced activity is likely to include self-audits, 
retrofit visits, and the provision of free water efficiency devices, 
with information and assistance tailored to different households 
and public sector premises.

Greywater Recycling

n  Cambridge Water is continuing with many of its projects 
already mentioned in this report and will explore initiatives 
associated with greywater over the next five years.

Water-Saving Packs

Following the introduction of water efficiency targets in England 
and Wales, “water efficiency packs” and “starter kits” have leapt 
onto the scene. 

n  Essex & Suffolk Water has developed Water Efficiency 
Starter Kits with product suppliers. Its packs are delivered 
directly to household customers during meter fittings or 
water quality tests, through advertisements in free weekly 
newspapers and to hotels.

n  Since February 2010 Wessex Water has been offering 
all customers a free WaterSave pack which includes a 
shower-flow regulator, a cistern displacement device and an 
information and self-audit sheet.
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Water-Efficient Products and Audits

n  Essex and Suffolk Water are in the process of implementing 
a scheme whereby cistern displacement devices, tap aerators, 
trigger hose guns and aerated showerheads are distributed 
to commercial customers. The pilot, which it is hoped will 
be rolled out on a permanent basis in the future, will involve 
engaging with the Water Regulations department. A water 
efficiency audit is carried out following each water regulations 
inspection. Following this, and where appropriate, a variety 
of water efficient products will be left with the customer to fit. 
With approximately 500 inspections being carried out each 
year, it hopes this pilot will lead to a long term project.

Water Efficiency in Education  
and Schools

n  South East Water is continuing to enhance its schools 
speaker programme to develop closer relationships with 
schools, and is linking water audits in the school and at home 
with lesson plans. 

n  South Staffordshire Water will continue to send cistern 
displacement devices and literature to customers, as well  
as its educational activities at its Blithfield Education Centre.

n  Sutton and East Surrey Water will continue its work  
in schools both through retrofitting devices and giving talks  
to pupils.

Water Efficiency through  
Partnership Work

Waterwise believes that the key to water efficiency and to reducing 
the carbon footprint associated with water use in the future is 
partnerships. The first report of Phase II of Waterwise’s Evidence 
Base for Large-scale Water Efficiency in Homes continues to 
show that this is the most cost-effective way to deliver retrofitting. 
Water companies in England and Wales have targets to reduce 
water consumption; energy and water companies have targets to 
reduce carbon emissions; local authorities want to reduce their 
overall environmental impact; and individuals want to lead a more 
sustainable lifestyle. Working together is the most effective way to 
meet these challenges. 

n  Bristol Water is currently investigating partnerships with 
local housing agencies, schools, local authorities and energy 
providers.

n  Scottish Water will continue to encourage its customers to 
use water wisely through its water-efficient living campaign, 
and welcomes opportunities to join up with relevant partners 
on campaigns to jointly promote messages on how to use 
water wisely. It has recently worked closely with Waterwise 
through the Shower power campaign. Scottish Water will 
continue to develop its partnership approach to working with 
developers and housing associations to jointly promote simple 
but effective tips on how to use water wisely. Scottish Water 
sits on the Saving Water in Scotland Network co-convened by 
Waterwise and Waterwatch Scotland,which aims to develop 
policies for water efficiency in partnerships.

n  Sutton and East Surrey Water plans to progress with retrofit 
programmes, in partnership with local councils as part of 
combined energy and water retrofits, and also with housing 
associations as part of Decent Homes refurbishments and 
maintenance work.

n  Planning has begun with Thames Water, WWF and Waterwise 
on the ‘Save Water Swindon’ project. The aim of the project is 
to reduce demand to the government’s ambitious target of 130 
litres/person/day through water efficiency on a large-scale town 
approach to raise awareness of the link between water use and 
the local environment and demonstrate what an individual can 
do. Households, schools and local businesses will be engaged 
to deliver quantitative water savings, raise awareness of water 
efficiency and change their water-using behaviours. The audits 
and retrofits are expected to begin in 2010 with experiences 
contributing to Waterwise’s Evidence Base.

n  In 2010 Wessex Water will be working in partnership with a 
housing association in Wiltshire to install dual-flush retrofits in 
bathrooms in its housing stock.
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Using the Water and Energy Link to 
promote Water Efficiency

n  South Staffordshire Water plans to work in conjunction with 
energy-saving programmes to distribute water-efficient devices 
to deliver joint water and energy savings.

n  Thames Water is providing water efficiency devices for 
installation alongside the energy measures being carried out 
under the London Home Energy Efficiency Programme (HEEP). 
The HEEP is a £9.5 million joint initiative between the Mayor 
of London, the London Development Agency and London 
councils, which will provide energy and water efficiency 
improvements on an area-by-area basis.

n  Yorkshire Water will be offering customers a free shower 
regulator in a partnership with an energy company. This device 
will be offered to customers through its website and the 
‘Clear’ guide. It is designed to reduce shower flow and will be 
packaged with tips on saving water in the home.

Using Metered Bills to Promote  
Water Efficiency

n  In the second half of 2010 Southern Water’s programme 
to meter the majority of homes it supplies will commence 
with a focus on engaging with its customers and providing 
them with the help and support they need to benefit from 
the change. Southern Water is working closely with WWF, 
Waterwise and The Energy Saving Trust to deliver the 
roll out of metering combined with the Save Water, Save 
Energy, Save Money message. In addition to this, to help 
shape the programme, Southern Water has enlisted 
the help of the Design Council. Among the activities 
being undertaken is the redesign of the metered bill to 
help customers understand how much water they use 
and how they can make savings, and a plan to offer 
customers a home visit as part of the metering journey. 

Investigating Methods of Changing 
Customers’ Water-Using Behaviour

n  In 2010 United Utilities is embarking on a five-year water 
efficiency research project in West Cumbria to evaluate the 
effectiveness of alternative methods of influencing customer 
behaviour to save water. This is particularly important for 
the West Cumbria area because of the future water supply 
shortfall and the challenges of influencing customers in an 
area that is normally one of the wettest in England. The 
key aims of the research include achieving a water saving 
in West Cumbria of 0.24 Ml/d by 2014/15, determining the 
form of marketing/advertising customers respond to best, 
determining how people would prefer to request water 
efficient devices (return postcard, website, telephone), 
and which are the most popular water efficiency devices, 
evaluating the costs and issues of implementing such a large 
scale water efficiency campaign and communicating these 
findings to the wider water efficiency community.

The future of water efficiency
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Contact details

Anglian Water
www.anglianwater.co.uk

Bournemouth and West Hampshire Water
www.bwhwater.co.uk

Bristol Water
www.bristolwater.co.uk

Cambridge Water
www.cambridge-water.co.uk

Cholderton and District Water
www.choldertonwater.co.uk 

Dee Valley Water
www.deevalleywater.co.uk

Essex and Suffolk Water
www.eswater.co.uk

Northern Ireland Water
www.niwater.com

Northumbrian Water
www.nwl.co.uk

Ofwat
www.ofwat.gov.uk 

Portsmouth Water
www.portsmouthwater.co.uk

Scottish Water
www.scottishwater.co.uk

Severn Trent Water
www.stwater.co.uk 

South East Water
www.southeastwater.co.uk

South Staffordshire Water
www.south-staffs-water.co.uk

South West Water
www.southwestwater.co.uk

Southern Water
www.southernwater.co.uk

Sutton and East Surrey Water
www.waterplc.com

Thames Water
www.thameswater.co.uk

United Utilities
www.unitedutilities.com

Utility Regulator (Northern Ireland)
www.niaur.gov.uk 

Veolia Water Central
www.veoliawater.co.uk/central

Veolia Water East
www.veoliawater.co.uk/east

Veolia Water South East
www.veoliawater.co.uk/southeast

Water Industry Commission for Scotland
www.watercommission.co.uk 

Water UK
www.water.org.uk 

Waterwise
www.waterwise.org.uk 

Welsh Water
www.dwrcymru.com 

Wessex Water
www.wessexwater.co.uk 

Yorkshire Water
www.yorkshirewater.com
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