
The Opportunities and Drivers
Water Efficiency for Local Authorities:

In 2007 the whole of the south east of England was designated as an area of ‘serious water stress’ as part of 
a process that was aimed at managing the demand from domestic households: This designation underpinned 
the framework that allowed water companies to charge customers on the basis of how much water they use 
through the compulsorily installation of water meters and an important part of the methodology was the 
assessment of the pressures from future housing growth. The methodology was revised by the Environment 
Agency (EA) in 2013 and this reaffirmed the ‘serious water stress’ status of the SE England.

From about the same time, Defra and EA guidance to 
water companies started to stress the need for demand 
management to sit alongside the development of new 
water resources as part of a ‘twin track approach’ to 
water resources management planning. This has now 
progressed to the point where, for some water companies 
in the south east demand management is a major focus 
within their current Water Resources Management Plans.
A key part of demand management is the reduction  
of domestic per capita water use through the use of water 
efficient fixtures and fittings within homes and it is important 
that new homes should serve as exemplars in this. 
Local authorities (LAs) have been key partners in a 
number of water company initiatives to promote greater 
awareness of water issues and address water efficiency 
in existing homes as they are generally well trusted by 
residents, they have good communication links with 
communities and their involvement can help to improve 
public confidence in projects. 

Drivers of Water Efficiency

There are many reasons why water efficiency is important 
for LAs to consider, the main ones are set out here:

External drivers
•  LAs have a duty of care for communities and environment 

and the reduction in water use can help to minimise the 
quantity of water taken from the environment as well as 
helping to control customer bills.

•  The general Duty to Cooperate can also apply to water 
efficiency and, across the region, there are several 
examples of exemplar project partnerships between LAs 
and water companies.

•  Section 10 of the National Planning Policy Framework 
NPPF concerns “Meeting the challenge of climate 
change, flooding and coastal change” and paragraphs 
94 and 99 make specific reference to water supply within 
this context. Paragraphs 150 to 157 go on the set out the 
importance of developing strategic priorities in Local 
Plans and include several mentions of both water supply 
and wastewater.

•  LAs must “Have regard to the River Basin Management 
Plans and any supplementary plans in exercising their 
functions” and this includes taking action on water 
efficiency.

•  For LAs seeking compliance with environmental 
management systems such as ISO 14001, this requires 
organisations to demonstrate that they are taking 
effective measures to improve resource use efficiency.

Internal drivers
•  Action on water efficiency is an important part of 

delivering LAs’ own environmental policies.
•  It can cut water and energy bills, helping LAs to make 

financial savings.
•  The production of mains water requires significant 

energy and chemical inputs and hence reducing demand 
for water can contribute significantly to reducing an 
organisation’s carbon footprint, especially where those 
savings are of hot water.

•  And actions to improve water use efficiency can also 
help to manage reputational risk that could arise, for 
example, from adverse publicity resulting from incidents 
such as accidental water wastage during a drought.
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Opportunities for Local Authorities
Local authorities (LAs) are able to influence water 
efficiency standards in new homes through the spatial 
planning process. However, this ability was weakened with 
the shift in focus from the Code for Sustainable Homes 
to Building Regulations. The basic Building Regulation 
requirement implies an estimated water use of 125 litres 
per person per day (l/p/day) and the only alternative for 
LAs is to specify the ‘optional requirement’ of 110 l/p/day 
for water efficiency where the LA can provide adequate 
supporting evidence to demonstrate the need. High levels 
of water efficiency in new homes are important because 
new developments not only need to serve as exemplars 
for water efficiency but also tend to drive the market for 
innovative new products.
The other very significant water efficiency opportunity for 
LAs is as part of the overall resource use efficiency within 
their own buildings and services – from toilet facilities in 
offices, to washing of highways vehicles, to maintenance 
of parks and gardens. The targeting of hot water use 
provides dual benefits of both water and energy savings. 
Many LAs are significant water users and the recent 
introduction of retail competition within the water industry 
offers a new relationship with water retail companies and 
the opportunity to seek greater support for water efficiency. 
This might, for example, include electronic billing, improved 
monitoring of actual water use, leak detection and water 
audits, all of which can help to drive down water use and, 
potentially, provide savings on water bills.
Most LAs have, at some point, conducted a Water 
Cycle Study as part of the evidence needed to underpin 
their Local Plan. These studies normally include an 
assessment of the extent to which the water demand 
from housing growth could be offset by retrofitting water 
efficiency fittings and fixtures into existing homes (where 
complete offset might be possible this is referred to as 
‘water neutrality’) but LAs commonly lack the technical 
expertise and funding to make this happen. 
The Green Deal programme appeared to offer the 
opportunity to integrate water efficiency within an energy 
efficiency retrofit programme in a way that would make 
sense for households and save on costs. Kent County 
Council (and possibly other LAs too) put considerable 
efforts into making this work by training the Green 
Deal assessors in water efficiency and linking up with 
water company programmes to secure the appropriate 
water efficiency fittings. However, with the Green Deal 
now closed and LA budgets under extreme pressure, 

it is difficult to see a way for LAs to play a lead role in 
delivering water efficiency retrofit for existing homes. 
A discussion with water companies would be helpful to 
identify opportunities for collaboration going forward.

Challenges
The specification of the Building Regulations ‘optional 
requirement’ of 110 l/p/day in a Local Plan policy means 
that the LA has to develop a convincing evidence base to 
support it. At present this would require each of the more 
than 100 LAs doing this individually for their own  
Local Plan.
For major building refurbishments within a LA’s estate it 
is relatively straightforward to specify high standards of 
resource efficiency, although any capital cost premium 
can obviously be challenging even when it might result 
in savings in operating costs. However, the greater 
challenge can sometimes be the integration of resource 
efficiency objectives into procurement policy and failure 
in this can mean that routine repairs and maintenance 
gradually undermine the performance of such resource 
efficient buildings. 
Working with water companies to promote water use 
efficiency is made challenging by the mismatch in the 
spatial areas of responsibility with LAs. This is particularly 
problematic in SE England because of the large number 
of water companies and the lack of continuity between 
several of their Water Resource Zones. As water 
companies move on from localised pilot projects to more 
strategic, company-wide water efficiency initiatives, this 
problem increasingly comes to the fore.
In a similar way, there can be a temporal mismatch 
between water companies’ 5 yearly plans and the more 
short term project funding decisions of LAs that are often 
dependent on the success of external funding bids. 

How can SaveWater South East help?
SaveWater SE is developing a toolkit for LAs to help with 
key advice, information and guidance and is also running 
events aimed at better understanding what support is 
required. One example is the preparation of a statement 
of evidence to make the case for the Building Regulations 
‘Optional Requirements’ for water efficiency in new homes 
within Local Plans which would be made available to all 
LAs in the SE of England.

Author:
Alan Turner, Kent County Council
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Thames Water
Our Partnership Companies

Thames Water wants to work with more housing providers to help their residents use less 
water and energy - reducing their water bills and saving on their energy bills by reducing 
their hot water use. Housing providers offer huge potential to help us deliver water 
efficiency and meet our targets.

•  We can provide our free water saving devices 
for installation in any local authority or housing 
association stock - these can be included in their 
maintenance, voids, refurbishment or retrofit 
programmes 

•  We can provide easy ordering of water saving 
devices via an online account and easy stock 
reconciliation via a mobile app or simple data 
submission

•  We can provide access to our specialist water 
efficiency engagement and behaviour change ‘TAP 
app’ software which includes Energy Saving Trust 
water and energy saving calculator 

•  We can provide free support and training for staff 
and contractors 

•  We can provide free content, literature and 
advice for resident communications about water 
efficiency including promotion of free devices to all 
residents in our water supply area 

•  As well as saving residents water, energy and 
money our water efficiency offers can help deliver 
energy, carbon and fuel poverty reduction targets 

Water efficiency webpage: 

https://www.thameswater.co.uk/save-water 

Case Studies:
Thames Water Toilet Refit:  
Making Our Own Toilets More Efficient

Leaky Loos

Smarter Home Visits
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South East Water
Our Partnership Companies

Water efficiency webpage: 

www.southeastwater.co.uk/your-water/saving-water
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 Southern Water, Southern House, Yeoman Road,  
Worthing, West Sussex, BN13 3NX 

With our region being classed as ‘seriously water stressed’ managing demand is a high 
priority for us all at South East Water. 

Our compulsory metering programme is more than 

80 per cent  complete and will be finished by 2020. 

All our customers are encouraged to go to our 

website to complete a water efficiency calculator 

and apply for water saving devices. We also have 

measures in place to help our customers facing 

hardship including a dedicated Customer Care Team 

and a range of flexible payment options and special 

tariffs. When working with new developments we 

review all flow rates from the customer to ensure 

that they are not over estimating the amount 

of water they require and we go through all 

calculations to ensure they only receive the size of 

connection needed. We also work with developers 

to limit the amount of offsite reinforcement they 

need by encouraging them to fit storage on site. 

We have also worked on retaining the standard 

25mm connection (0.27 l/sec) in our area, where 

other companies consider 25mm and 32mm 

connections as standard. This results in developers 

having considerable savings when requiring offsite 

reinforcement costs.  

Contact: 

Lee Dance – Head of Water Resources  

lee.dance@southeastwater.co.uk



SES Water
Our Partnership Companies

SES Water welcome the support of both Local Authorities and Housing Associations to 
assist with its expanding home visit programmes, which involves retrofitting water efficient 
devices and encouraging behaviour change with householders. 

We can target specific geographical areas or types 

of residents. We can also provide free devices for 

use in ‘void checks’ so that a new resident receives 

information and devices to help them save on 

their utility bills. We can also assist with planning 

guidelines on the water efficiency in new homes,  

and give talks to employees.

Contact: Alison Murphy –  

Alison.Murphy@seswater.co.uk  

or for residents – 

everydropcounts@seswater.co.uk

Water efficiency webpages: 

www.waterplc.com/pages/home/saving-water 
 

www.savewatersavemoney.co.uk/suttoneastsurrey/ 
free-water-saving-products

Case Studies:
Working In Partnership – Preston Water  
Efficiency Initiative

Tap Into Savings
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Portsmouth Water
Our Partnership Companies

Portsmouth Water as part of our water efficiency strategy actively encourage our customers 
to be water wise and use less water.  

All residential customers can take advantage of 

our free water saving devices either direct from our 

website or as part of our outdoor community work.  

Every contact with our customer is treated as an 

opportunity to promote saving water from our call 

centre staff, appointments in customer homes to 

community talks.  Our Saving Water Challenge offers 

hints and tips on saving water around the home and 

information on our free pack items.  

Contact: Sue Allergy –  

sue.allergy@portsmouthwater.co.uk

 

Water efficiency webpage: 

www.portsmouthwater.co.uk/environment/saving-water
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Affinity Water
Our Partnership Companies

Affinity Water provides free water saving devices such as shower heads and tap inserts to 
housing associations and local authorities for their residents. 

On top of this we have also partnered with local 

authorities such as Hertfordshire Council on the 

‘Herts Healthy Homes’ initiative and housing 

associations such as Southern Housing Group to 

deliver energy and water efficiency home visits 

to residents. We have also partnered with local 

charities such as ThinkingWorks and Groundwork  

to deliver water efficiency retrofits through  

housing associations. 

Contact: Stephanie Hurry,  

Water Efficiency Project Manager –  

stephanie.hurry@affinitywater.co.uk

Water efficiency webpage: 

www.affinitywater.co.uk/savewater

Case Studies:
The Art Of Water Conservation
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Waterwise
Our Partnership Companies

Waterwise is the leading authority on water efficiency in the UK and beyond.  

As an independent, not-for-profit NGO we  

promote water efficiency at all levels; from 

community meetings to corporate boardrooms,  

from advising individuals to influencing national 

policy. We work in a range of areas including 

campaigns and communications, policy and 

research, and products and technologies.  

As a hub for water efficiency we are at the  

centre of the UK water sector, providing thought 

leadership, facilitating partnerships, and creating 

solutions. Our vision is that water will be used 

wisely, every day, everywhere. 

Contact: info@waterwise.org.uk

Water efficiency webpages: 

www.waterwise.org.uk
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Southern Water
Our Partnership Companies

Southern Water is working in multiple partnerships across our region as part of our water 
efficiency strategy. 

Work with us to influence developers around new 

build standards, promote free water saving home 

visits and create great offers to residents including 

free or subsidised product installations to reduce 

water use. Link your energy, sustainability and 

community teams with us to reduce customer  

debt, promote joint approaches and show 

partnership working. 

Contact: Ben Earl, Water Efficiency Manager – 

ben.earl@southernwater.co.uk

Water efficiency webpage: 

www.southernwater.co.uk/savewater

Case Studies:
The Case for a Variable  
Infrastructure Charge.
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SES Water:  
Working in Partnership – Preston Water Efficiency Initiative

Water Efficiency Case Study 

Since 2009, SES Water has worked with Raven Housing Trust and local authorities, including 
Reigate & Banstead Borough Council on a number of water saving projects. 



Since 2009, SES Water has worked with Raven Housing 
Trust and local authorities, including Reigate & Banstead 
Borough Council on a number of water saving projects.  

Since 2009, SES Water has worked with Raven Housing 
Trust and local authorities, including Reigate & Banstead 
Borough Council on a number of water saving projects. 
The first programme in 2009 was The Preston Water 
Efficiency Initiative which piloted an innovative water 
demand-management project which aimed to:

•  Reduce levels of water consumption of tenants living in 
social housing; and

•  Provide recommendations for future retrofitting of water 
efficiency devices in existing stock.  

Preston was part of a regeneration programme which 
consisted of approximately 2,800 homes many of which 
were built in the 1950s as social housing. Nearly 500 
householders took part in the project  and the dwellings 
consisted of a combination of houses and flats, including 
semi detached and terraced houses and blocks of flats 
owned and managed by Raven Housing Trust.

The project had a number of key components:  

•  The installation of a new dual flush toilet and water 
efficient shower to 160 homes

•  The retrofitting of water efficiency devices, such as a 
dual flush conversion product and a leakage alarm, to 
205 additional properties

•  The installation of a pilot rainwater harvesting system to 
a block of twelve flats, which also received a bathroom 
refurbishment; 

•  The fitting of water efficiency devices in a school and 
leisure centre including: urinal controls, push taps and 
new dual flush toilets; and

•  A limited promotional and awareness campaign, 
including outreach work, information leaflets, giveaways 
and discount vouchers. 

The scheme was a great success and demonstrated that 
significant water savings can be achieved through the 
installation of water efficiency devices to existing social 
housing stock. In fact, these savings were made despite 
tenants not having any financial incentive to reduce their 
water consumption, as all the tenants were ‘unmeasured’ 
and paid for water as part of their rent. The retrofit devices 
reduced water use by 14%, whilst the installation of 
dual flush toilets and showers resulted in a 25% water 
savings. The installation of rainwater harvesting showed 
an additional 5% savings but there were some technical 
issues in installation and maintenance the system.  
Furthermore, all the water savings made by tenants came 
from using devices which did not alter the lifestyle of 
tenants and in most cases actually enhanced it.

SaveWater South East: 180 Piccadilly, London, WJ1 9HF 
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KEY FACTS:
•  The Preston Water Efficiency Initiative resulted 

in the installation of dual flush toilets and 
showers as an enhanced Decent Homes retrofit 
at 365 properties

•  An average savings of 41 litres per person, or 
25% was achieved. 

 
•  The project included the retrofitting of a 

rainwater harvesting system to 12 flats, leading 
to a further saving of 5%. 

•  Tenant surveys found 83% were happy with the 
quality of the fittings they received and that 
using the water saving devices did not alter the 

lifestyle of tenants and for many enhanced it.



SES Water:  
Tap Into Savings

Water Efficiency Case Study 

In 2010 SES Water took part in ‘Tap into Savings’  a combined water and energy retrofit 
programme  designed to help residents in social housing and their neighbours save water, 
energy and money.  



In 2010 SES Water took part in ‘Tap into Savings’ 
a combined water and energy retrofit programme  
designed to help residents in social housing and their 
neighbours save water, energy and money.  

Tap into Savings
In 2010 SES Water took part in ‘Tap into Savings’   
a combined water and energy retrofit programme  
designed to help residents in social housing and 
their neighbours save water, energy and money.  This 
programme was run in partnership with Waterwise,  
Global Action Plan, GLEEN, The Environment Agency 
Raven Housing Trust, Reigate & Bansteed Borough 
Council and was carried out in Merstham and Redhill  
in Surrey. It involved 600 Raven Housing tenants,  350 
non-social housing residents (‘private’ sector) and three 
primary schools.
Retrofitting
More that 950 home were visited and inefficient water-
using products  were replaced or upgraded with cost-
effective water saving devices . The residents were also 
provided with advice and guidance on water and energy 
efficiency. A variety of water and energy saving devices 
were installed where appropriate including tap inserts, 
showerheads, shower timer,  ecobeta dual flush kits, 
save-a-flush toilet devices, energy monitors, power down 
plugs and energy efficient light bulbs.

Behavioural Change 
The programme also strongly encouraged individuals to 
participated in EcoTeams, which were small groups of 
local residents working together to take action in their 
homes and neighbourhood to conserve water and energy.
Savings 
The programme delivered average water savings (based 
on devices installed) of 40 litres per day per home visited. 
The survey results, which were statistically significant, 
reveal an increase in pro-environmental actions taken 
by residents after home visits as well as increased 
awareness to water use in homes. Nearly 50% of residents 
who had home visits went on to talk to their friends and 
family about saving water and energy.
Saving money, helping the environment and simple 
curiosity were given as reasons for signing up, with 
residents generally agreeing that it was an easy action.
Working in partnership
Working in partnership on the ‘Tap into Savings’ proved 
advantageous and there were many benefits for the 
programme partners. For example combining resources 
means the project could make a bigger impact , 
furthermore the program could offer combined water 
and energy  packages making it more attractive to the 
consumer. Additionally costing saving were made such as 
communication materials could be made for several parts 
of the project. Finally, on the up side there is also some 
evidence that consumers respond better to advice if it is 
given consistently by a range of organisations. On the down 
side partners may have a range of objectives and thus it can 
be more time consuming to ensure all the partners bought 
into and agreed on objectives at the outset.
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 SES Water,  66-74 London Rd,  
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KEY FACTS:
•  The programme delivered average water 

savings (based on devices installed) of 40 
litres per day per home visited.

•  Survey results, which were statistically 
significant, reveal an increase in pro-
environmental actions taken by residents 
after home visits as well as increased 
attention to water use in homes.

•  Saving money, helping the environment and 
simple curiosity were given as reasons for 
signing up

•  There is evidence that consumers respond 
better to advice if it is given consistently by 
a range of organisations



Affinity Water:  
The Art of Water Conservation

Water Efficiency Case Study 

“Water is Precious” is a water efficiency awareness-raising project in which the value 
of water was conveyed through 3D street art at Hemel Hempstead Town Centre. Affinity 
Water worked with Leon Keer, a world renowned 3D street artist, to produce artwork that 
highlighted the link between our rivers / the environment and our water consumption and 
in particular, that our water is sourced from our environment and thus it should be valued.



“Water is Precious” is a water efficiency awareness-
raising project in which the value of water was conveyed 
through 3D street art at Hemel Hempstead Town Centre. 
Affinity Water worked with Leon Keer, a world renowned 
3D street artist, to produce artwork that highlighted the 
link between our rivers / the environment and our water 
consumption and in particular, that our water is sourced 
from our environment and thus it should be valued.

Raising awareness through Street Art. 
Water efficiency messaging faces fierce competition from 
a wide variety of communications that seek to acquire the 
public’s attention. Often against this competition, valuable 
information can be drowned out and never achieve its 
intended objective to raise awareness and bring water to 
the forefront of people’s thoughts.

It was against this backdrop that “Water is Precious” 
was conceived. Working over the 2015 May bank holiday 
weekend (1st May – 4th May), Affinity Water worked with 
world renowned street artist Leon Keer to produce 3D 
street art that piqued people’s interest, caught their 
attention and caused them to interpret and reflect on 
the meaning of the piece. Leon uses a mind bending 
anamorphic 3D art style to create the illusion of another 
world beneath the street where he paints.

Engagement via Street Art.
Throughout the weekend, hundreds of people gathered to 
marvel at the piece  and Affinity Water and Leon Keer were 
present to discuss the artwork with members of the public 
and highlight the value of water. In addition the Water 
Saving Squad from Affinity Water offered advice on how to 
be more water efficient and gave free water saving devices 
to Hemel residents. 

Within a day of being published on social media, a 
single post about the artwork on Affinity Water’s water 
efficiency Twitter page achieved over 2,300 impressions, 
disseminating the message as far as California in the USA, 
Iran and the Turks and Caicos Islands.

SaveWater South East: 180 Piccadilly, London, WJ1 9HF, 
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Hertfordshire, AL10 9EZ.

KEY FACTS:
•  Water efficiency messages can get ‘lost’ 

amongst the competition for public 
attention 

•  Art can a powerful channel to engage the 
public and build awareness around water 
conservation messages

•  Innovative methods of conveying a water 
efficiency messages can very successful 



Southern Water:  
The Case for a Variable Infrastructure Charge

Water Efficiency Case Study 

Like many areas across the South East,  Eastleigh in South Hampshire is planning large 
scale new housing developments to meet future needs. In addition, like many areas across 
the South East these developments are planned for areas that are ‘water-stressed’



Like many areas across the South East,  Eastleigh in 
South Hampshire is planning large scale new housing 
developments to meet future needs. In addition, like many 
areas across the South East these developments are 
planned for areas that are ‘water-stressed’

In Eastleigh, water is largely supplied from local aquifers 
and by river water abstraction from internationally 
designated wildlife habitats.  In order to help ease the 
situation Southern Water, Eastleigh Borough Council and 
the Environment Agency  are working together to find 
ways to:

•  reduce daily pressure on existing water resources, 

• to protect consumers from high bills 

•  to promote a culture of resource efficiency to developers 
and residents. 

One such solution is the use of a ‘variable infrastructure 
charge’ to encourage water efficiency in new 
developments.

In the revised 2015 standards for new housing the 
Government maintained the water efficiency standard for 
new buildings at 125 litres per person per day. However, 
it also allowed an ‘optional requirement’ of 110 litres 
per person per day in ‘water stressed areas’. This allows 
councils to decide whether certain regulations apply to 
developments being built in their areas and can include 
water efficiency in areas facing water shortages. 

In this pilot scheme to help meet the local sustainable 
supply balance, the partnership recommended a voluntary 
target of 95 litres per person per day be set for each 
new housing development. Under the Water Industry 
Act ,1991  a one-off charge is payable where properties 
are connected for the first time into the water supply 
or the public sewage system. For the term of the  pilot 
scheme if developers meet the 95 litres per person per 
day target for new homes then Southern Water will give 
an infrastructure charge discount of 40% on the standard 
network connection charges, thereby giving a clear price 
signal for the developers to drive demand reduction.

Furthermore, setting such targets should assist 
developers by enabling  them to fulfil their BREEAM* 
Communities requirements for their proposed schemes. 
By adopting this target developers will achieve a “beyond 
compliance” approach to sustainable water management. 
Moreover, the pilot scheme highlights the benefits to both 
house buyers and commercial tenants of being water 
efficient with its associated savings on water and energy 
bills and related benefits to the local environment.  

* BREEAM is part of The Code for a Sustainable Built Environment which is 
a strategic international framework for sustainability assessment of the 
built environment. Developments must be  designed to minimise water 
demand through efficiency and appropriate supply-side options, taking full 
account of current and predicted future availability of water in the area, 
particularly in relation to climate change impacts.
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 Southern Water, Southern House, Yeoman 
Road, Worthing, West Sussex, BN13 3NX 

KEY FACTS:
• Variable Infrastructure Charge 
•  Meets BREEAM Communities Requirements

• Sustainable Water Management



Thames Water:  
Household ‘Leaky Loos’ Trial

Water Efficiency Case Study 

Leaky loos are one of the most common causes of unexpectedly high water use, but they 

aren’t always easy to spot and often go unnoticed. We estimate that up to ten per cent  

of toilets leak.



Leaky loos are one of the most common causes of 
unexpectedly high water use, but they aren’t always easy to 
spot and often go unnoticed. We estimate that up to ten per cent  
of toilets leak.

Last year we carried out a trial in four areas to test our 
offer of a free leaky loo fix for customers, the level of 
uptake of the offer and how much water our customers 
could be saving through making this relatively easy repair. 
Our trial was such a success that we’ve now extended 
the offer of a free leaky loo fix to everyone who books a 
Smarter Home Visit from us.

The trial.
We sent 4,000 households a mailing explaining how to 
identify a leaky loo, including materials for them to use to 
test their loo and a free response form for them to request 
a free fix from us.
Amongst the number of leaky loos identified, we had 
several customers who had a ‘severe’ leak. This type of 
leak can represent a flow of 2,500 litres per day, which 
could cost a metered customer a significant amount  
of money. 

Smarter Home Visit roll-out.
From the trial area alone we saw a saving of 9,328 litres  
a day saved, suggesting a strong case for the roll out of 
the project across the wider business.
Due to this success, in 2015/16 we started to offer free 
leaky loo fixes as part of our Smarter Home Visits.
Last year through our home visits we fixed more than 
3,000 leaky loos for free, which have seen water savings  
of 700,000 litres of water per day.

SaveWater South East: 180 Piccadilly, London, WJ1 9HF, 
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KEY FACTS:
•  Leaky loos could be costing some  

of our customers £300 a year
•  Potential savings of 212 litres of water per 

day, per toilet
•  700,000 litres of water saved in  

total per day

“  We estimate that ten per cent of household toilets leak.  ”
Andrew Tucker, Thames Water.  



Thames Water:  
Smarter Home Visits

Water Efficiency Case Study 

Our smarter home visits (SHV) initiative is the largest and most extensive water efficiency 

programme in the history of the UK water sector.



Our smarter home visits (SHV) initiative is the largest and 
most extensive water efficiency programme in the history 
of the UK water sector.

The SHV scheme..
The SHV scheme has seen us retrofit water-saving 
devices, and provide individually tailored water-saving 
advice to households in London and the Thames Valley.

The scheme is run by our partner Groundwork who help 
get local unemployed people back into work by training 
them to carrying out the visits and retrofitting the water 
saving devices.

After the success of our pilot scheme in 2014/15 where 
we visited 6,000 homes in London, 2015/16 has seen us 
roll out the project to more than 36,000 household across 
London and the Thames Valley, installing more than 
72,600 water saving products.

Award winning.
It’s not just our customers who have seen the benefits  
of the initiative; we’ve also seen industry recognition for 
the huge savings that we’ve helped our customers make.
In the first full year, our SHV has won a UK water 
efficiency award - the 2016 water resources  
management initiative of the year award, and our  
internal spotlight award.

Water savings in action.
We have seen a growing number of our customers take up 
our visits, keen to learn how they can reduce their water 
use, and save money on their water and energy bills.
During each visit our Smarter Home Advisers demonstrate 
to the customer where they could be saving money using 
our specialist water and energy saving app.

Our app has been developed in conjunction with the 
energy saving trust (EST), incorporating both water and 
energy savings for the customer.

By taking the customer through each water usage area, 
with the app, and asking a number of simple questions 
around usage, our advisers are able to show a ‘live view’ 
of where savings can be made, producing a bespoke water 
savings plan for every customer. 

From an initial take-up rate of 24 per cent, we now see up 
to 50 per cent of the homes contacted take up our offer. 
With each household saving an average of around 70 litres 
a day, based on Ofwat assumed water savings, this could 
equate to water and energy savings of more than £100 a 
year for our metered customers.

To maximise water savings we’ve offered customers a 
wide range of water saving devices and fixes including;
• showerheads and shower saves
• shower timers
• Ecobetas
• cistern displacement devices
• tap aerators
• kitchen swivel taps
• one off leaky loos fixes

Taking the project forward.
Following the success we’ve seen so far with the project, 
we’ll be offering a Smarter Home Visit to every household 
involved in our Progressive Metering campaign from now 
on. This will be the largest smart water meter roll out 
we’ve ever undertaken.
With our planned roll out of smart meters we anticipate 
we will continue our Smarter Home Visits for the next 15 
years, helping our customers to save water and money.

SaveWater South East: 180 Piccadilly, London, WJ1 9HF, 
www.waterwise.org.uk/savewatersoutheast 

May 2017

Thames Water: Clearwater Court,  
Vastern Road, Reading, RG1 8DB

KEY FACTS:
• Free water saving devices fitted
• Leaky loos fixed for free
• Household specific water reports
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to see how water efficient we could become by making a change in the area that commonly 

uses the most water within a business. The results were staggering.



In June 2015 we ran a water efficiency trial at our 
Clearwater Court office in Reading, to see how water 
efficient we could become by making a change in the area 
that commonly uses the most water within a business. 
The results were staggering. 
Although the bathroom fittings within Clearwater Court 
were already quite water efficient, we thought more could 
be done to save water, through the installation of new 
toilets, taps and urinal sensors.
So we undertook an initial trial where we refurbished the 
facilities in one each of our men’s and women’s toilets. 
The changes included:
•   Replacement of existing dual flush toilets with 1.5 litre 

flush toilets
•   Replacement of existing push button taps with sensor taps
•   Replacement of existing urinal sensors with more 

efficient sensors
•   Installation of water meters on all hot  

and cold pipes to capture before and after usage results

Replacement toilets.
Our dual flush toilets were typically using between six and 
four litres of water per flush, in comparison to between 
seven and nine for an older style loo, providing a good 
water saving already.
For the trial, we installed new toilets, which use 
a combination of air and water to flush. With this 
combination, these models use just 1.5 litres per flush.
By installing this technology we reduced the water use in 
our toilets alone by an astounding 80.7 per cent.
Tapping the flow.
Our existing push button taps were replaced by new 
sensor taps in both of our trial bathrooms. The new 
sensors were set at a flow rate of 3.5 litres per minute, 
with a run time of 8 seconds when triggered.
Although our previous taps would automatically shut 
off, we again saw large water savings with the sensor 
replacements, reducing water use from taps by  
59 per cent.
Flushed with success.
Previously, our urinals would deliver a flush of 4.5 litres 
per user, activated on use. By removing cisterns and fitting 
direct-flushing values we reduced this water use down to 
0.5 litres per flush.
By making the change in flush rates we saw a huge saving 
of 90.7 per cent, in comparison to the original fittings.
Sharing our success.
The trial was a huge success, with us seeing an 83 per 
cent reduction in water use – 1,636 litres per week, or 
more than 606,000 litres per year based on average use.

With such great results, we extended the refurbishment 
to cover all of the remaining facilities at Clearwater 
Court, as well as those at another of our sites. Our initial 
estimations suggest that we would see a saving of 4.9 
million litres of water a year from the refurbishment at 
Clearwater alone.

Since our installation of the new toilets, urinals and tap 
sensors our savings have continued. We’ve seen huge 
savings in the water used across the whole building, 
reducing both building’s total water use by around  
50 per cent.

SaveWater South East: 180 Piccadilly, London, WJ1 9HF, 
www.waterwise.org.uk/savewatersoutheast 

May 2017

Thames Water: Clearwater Court,  
Vastern Road, Reading, RG1 8DB

KEY FACTS:
•  Reduced water use in toilets by 83 per cent
•  Total water use in offices reduced by 50 

per cent
•  Projected savings of 4.9m litres of water  

 a year



C
irencester

O
xford

Sw
indon

R
eading

B
asingstoke

B
righton

C
raw

ley

G
uildford

Slough Luton

Stevenage

C
roydon

G
ravesend

Sevenoaks

Tunbridge

M
aidstoneH

astings Folkstone R
am

sgate

W
inchester

N
ot to scale

Southam
pton

C
hichester

N
ew

port

SAVEW
ATER

 SOU
TH

 EAST M
AP – PAR

TN
ER

SH
IP COM

PAN
IES 


