
Waterwise Annual Conference
Delivering water savings via the Water Efficiency Strategy, 
and ambitious, customer-focused, industry-wide collaboration

WiFi Username: The Foundry 
Password: ethicalguest
Twitter:  @Waterwise #WaterwiseConference



Welcome

Nicci Russell, Managing Director, Waterwise



Thank you to 
our sponsors



Thank you to 
our Supporters 
and Affiliates



Housekeeping

Slido Go to www.sli.do and enter event code #N335

WiFi Username The Foundry, Password ethicalguest

Twitter @Waterwise #WaterwiseConference

Lunch etc

Feedback and presentations

Stop the clock!

http://www.sli.do


12 months on….



Coming up in 2018



Policy and regulatory ambition

Chair: Nicci Russell, Waterwise
Panel: Eifiona Williams, Welsh Government, Graham Smith, Consumer   

Council for Northern Ireland; Carl Pheasey, Ofwat;
Sarah Hendry, Defra

Go to www.sli.do and enter event code #N335 to ask questions to the panel

http://www.sli.do


Sarah Hendry CBE. Director, Floods & Water at Department for 
Environment, Food & Rural Affairs



Carl Pheasey. Director, Strategy and Policy at Ofwat



Waterwise conference
A Northern Irish perspective

Graham Smith

March 2018



We promote and safeguard the interests of consumers in Northern Ireland 
by empowering them and providing a strong representative voice to 
policy-makers, regulators and service providers.

We have statutory duties to represent consumers around the “necessities 
of life”

•Water and sewerage services
•Energy (electricity, gas, coal)
•Transport (air travel, sea travel, and public transport)  
•Financial services
•Postal services
•Food



 The
Minister

Committee
 for

Infrastructure

Customers

Drinking  
Water  

Inspectorate

http://aims.niassembly.gov.uk/mlas/ministers.aspx
http://www.niassembly.gov.uk/assembly-business/committees/2016-2017/committee-for-infrastructure/
https://www.daera-ni.gov.uk/articles/duties-drinking-water-inspectorate-dwi
https://www.daera-ni.gov.uk/articles/duties-drinking-water-inspectorate-dwi


Don’t Have

• A Government

• Domestic water charging or metering

• Immediate water pressures

• Competition



Do Have

• Consumer interest

• A long term water strategy (until 2040)

• RHI inquiry

• Stakeholder togetherness



Research and delivery – Water 
Efficiency Strategy for the UK

Chair: Jean Spencer, Anglian Water
Panel: Aaron Burton, Waterwise; Andrew Tucker, Thames Water; Angela   

Wallis, Environment Agency; Doug Clarke, Severn Trent Water;
Elaine Hutchison, Scottish Water; Stephanie Hurry, Affinity Water



www.waterwise.org.uk

Overview and update on the Water Efficiency 
Strategy for the UK

Aaron Burton
6 March 2018

@Waterwise
@AaronBH2O



www.waterwise.org.uk

• Consultation November 2016 to January 2017

• 22 Consultation responses –  regulators, water 
utilities, consultancies, academics and 
universities, professional and consumer bodies, 
businesses, industry associations

• Consultation meetings with stakeholders and 
Waterwise supporters

• Water UK supported steering group to develop 
and deliver strategy actions

http://www.waterwise.org.uk/what-we-do/water-efficient-strategy/

http://www.waterwise.org.uk/what-we-do/water-efficient-strategy/


www.waterwise.org.uk



www.waterwise.org.uk

A UK in which all 
people, homes and 
businesses are 
water-efficient 



Water 
Efficiency 
Strategy 
Steering Group

Water 
Efficiency and 
Customer 
Participation 
Leadership 
Group



www.waterwise.org.uk



www.waterwise.org.uk

• Annual report and an event to launch this 
in October 2018

• Updates in annual report to reflect 25yr 
plan and Ofwat PR19

• Regular updates via the Waterwise 
website pages on the strategy and 
newsletter

• Please get in contact if you have any 
ideas of how to help deliver actions: 
aaron.burton@waterwise.org.uk 

mailto:aaron.burton@waterwise.org.uk


Saving water in Scotland?
 Really?

Elaine Hutchison

Scottish Water



Water saving pack

• Brochure

• Tea towel and bag

• Shower timer

• Water saving 
devices



Why save water?
• How much of Scotland’s rainfall 

ends up where Scottish Water 
can use it?

• Which company uses the most 
electricity in Scotland?

 
• What is the link between water 

use and your energy bill?



A partnership approach

• Home Energy Scotland

• Warmer Homes Scotland

• Scottish Energy Efficiency Programmes (SEEP)

• Climate Challenge Fund and the Community 
and Renewable Energy Scheme (CARES)



• Telephone advice to 80,000 – 
100,000 householders each year

• Over 1,000 local and national 
events each year

• 3,000 home renewable and other 
visits per year

Home Energy Scotland



Galashiels campaign



Evaluation of the campaign



Other results



Community 
opportunities
• Barra – a water efficient 

island linked to local 
energy plan

• Peebles – a water 
efficient town linked to 
SEEP pathfinder project



Ambition in Demand Management 
through Water Resources Management 
Plans
Angela Wallis
6 March 2018
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Per capita consumption (l/h/d)



Meter penetration
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Leakage 
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Overall
• Reduction in projected PCC is good news but individual 

performance varies. Some companies could do better
• Meter penetration increases with some companies using 

‘enhanced’ techniques to encourage uptake in metering and 
learning from others

• Increased roll out of smart metering
• Leakage is reducing overall and may reduce further for final 

plans
• Still more to do but with collaboration and the current 

momentum we can make the change.
37
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Water, People and Communities

Stephanie Hurry –Water Efficiency Project Manager
(Water Saving Steff - @SteffWSS)
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In 2017 Affinity Water commissioned Hubbub to research how people’s lifestyle choices impacted their water use.

 
·         We polled 3000 UK residents
·         Conducted 40 lifestyle orientated home visits in Harlow and Watford.
·         Created a ‘water saving kit’ containing free water saving devices and products from Ikea and Lush for every 
household
·         Ongoing support through a peer to peer private Facebook group
·         Community events with our quiz, fun props, pledge cards, competition and photo opportunities

 

We wanted to:
·         Get people to re-think everyday habits by bringing hidden daily routines into public arena.
·         Seek to shift social norms.
·         Create tailored messaging enabling change with minimal disruption.
·         Generate awareness.
·         Create interesting media hooks and gain insight to attitudes and behaviours.

#TapChat - A new approach
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192 pieces of 
coverage 

Potential reach: 
70 million

Daily Mail

The Mirror

BT

Huffington 

Post

Media

Sky 
News 

Radio
Regional 
and LocalAOL
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Peer to Peer Facebook Group
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Community engagement
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Key findings and results
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How can you get involved?

Sign up, share and follow #TapChat 
and #WaterSavingWeek on twitter  

Monday 19th March 8.30am 

http://bit.ly/WaterSavingWeekThunderclap

For more info visit the waterwise website or www.hubbub.org.uk/join-the-tapchat



Products and Labelling

Doug Clarke, Severn Trent.

RESEARCH AND 
DELIVERY
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LABELLING ISN’T A NEW 
CONCEPT
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“Over a ten year period, the mandatory WELS resulted in a 20% reduction in 
national household water consumption”
“Over a twenty year period, the mandatory WELS will have resulted in a 25% 
reduction in national household water consumption”
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OBJECTIVES AND OUTPUTS 
OF THE PROJECT

• Assessing the potential impact of a water label in the UK to:
• Consumers
• Water Companies
• Stakeholders

• Evaluating mandatory and voluntary approaches

• Assessing the range of potential goods and appliances included

• Assess possible benefits linking energy and water labelling

• Making clear recommendations on labelling opportunities:
• Mandatory V voluntary
• Costs, benefits and implementation
• Links to policy changes / enhancements



DO YOU HAVE
ANY QUESTIONS?



Water Efficiency Update
 Waterwise Conference – March 6th 2018

Andrew Tucker
Water Efficiency Manager



Water Use Research – New Build Homes 
Sample:  760 homes built between 2010-16, to Code for Sustainable Homes Level 3/4 (Design limit 
105 litres/person/day according to Building Regs Part G calculator)

Medium Occupancy Scenario of 2.57  
• Average measured PCC for homes with normal use = 110.31 L/day. 
• Measured PCC for homes including those with abnormal high and low usage = 124.5 L/day

Low Occupancy Scenario of 2.25  
• Average measured PCC for homes with normal use = 125.77 L/day. 
• Measured PCC for homes including those with abnormal high and low usage = 140.75 L/day
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Water Efficiency in new homes – changes needed
1. Building Regs:  Planning should require the Fittings Approach and Optional

3. Fittings Regs:  Require all WC to 
be syphon dual-flush.  Get rid of 
mechanical / drop valves

4. Label:  Convert all building regs, 
procurement codes, specifications 
to require highest level in 
label,…….once mandatory

2. Post-Build Inspection:  bring back / strengthen post-build inspections 



Smarter Home Visits  

54



Smarter Home Visits 
• 2014/15    6,000 London homes, installing 16,000 water saving devices

• 2015/16    33,500 SHVs in London, Oxford & Newbury >84K device 
installs  

• 2016/17     London = >61K SHVs. Installed 170K devices

• 2017/18     70,000 SHVs (London + Thames Valley)

• 2018/19     70,000 SHVs (London + Thames Valley)

• Wastage   +5,000 free internal leak fixes per year (‘Wastage’)  

Since 2015, we’ve 
delivered >158K 
SHVs, installed 

~400K water saving 
devices.  

Saved ~6m L/day, 
enough to supply 
more than 15,000 

homes.  

SHV on 
smart 

metered 
households 
50-60L/day  



Smarter Business Visits Converting 
WCs to 

dual-flush
Installing 
Urinal 

controls

Average saving 
per SBV 

~1,500 
litres a day 

Fixing internal 
leaks 

‘Wastage’



Smarter Business Visits

1,000 
SBVs

Up to 
5,000 
SBVs



Smarter Business Visits

1,000 
SBVs

Up to 
5,000 
SBVs



Marketing Campaigns and Research



Marketing Campaigns and Research

https://www.thameswater.co.uk/Be-water-smart/Why-be-water-smart



Marketing Campaigns and Research



London Smart Meter Customers
• Rolling out 150k smart metered customers

• Points are given every week based on 
reductions in water use against baseline 

• Points can be used for retail shopping 
discounts, prize draws, charity donations

• Smarter meter data and Greenredeem 
platform enable regular and interactive 
engagement on water savings.

• Aim:  demand reductions of 0.5 to 2% 

Incentives Scheme 
Reading Pilot 
• AMP6 Business Plan commitment to test 

innovative tariffs
• Independent economic assessment and 

customer research steered us to test 
‘Incentives’ rather than tariffs

• Working with Greenredeem - successful 
recycling platform

• Offered to 3,000 homes in Reading – 
fixed-area network

• 460 homes signed-up  (27% recruitment)



Mailer – 140,000 households

SHV postcard – 73,000
Metering customer 

journey – 50,000

Incentives Scheme 





Incentives Scheme - Rewards



waterefficiency@thameswater.co.uk 



My experience in Cape Town 
        (The Mother City)



6
8

8th International YWP conference 



Overview of the Conference 
‘Building Leaders and Making Impact’

69

First to
 be 

held in the 

global south

320 YWPs 
attend

52 countries 
represented 

Largest to date

Across 5 days

Hike across Table Mt 
(1085m)

Network event 

at the Water 
Hub

5 different types of session took place

Visited Mitchells 

plain PRV



Background around Cape Town

• Water Industry 

• Industries 

• Diversity

  And……….

7
0

Worst drought for 100 years!!



7
1

Will Cape Town be the first major city to run out of water???



Reduction methods 

Installed various PRV’s setup 

across the city (I visited the 

Mitchells plain setup)
Massive focus on public message displays for locals & tourists across the city from Billboards to airports/street signs everywhereConsumption restrictors fitted on 

large users (businesses), these 

shut off the property’s supply 

once the consumption allowance 

has been reached

Various water restrictions being 
implemented along with enforcement officers 

Water consumption a day
1.2 billion to 540 million (Jan) litres



Quote: Fall in love with your challenge/problem, not the solution

7
3

Thanks for listening



Be mindful of water consumption and comply 

with local restrictions

The water restrictions are so severe, they have spawned a 
growing market in illegal water supplies.

“South African musicians are also doing 
their bit. At least nine popular acts have 
recorded remixes of their hit songs, 
with exactly two-minute durations -- 
the maximum time allotted for a 
shower. When the song is over -- so is 
your shower.”

http://water.eighty20.co.za/ 

Good morning Cape Town! The sun is here 

with a high of 24 today. Remember to stick to 

your daily limit of 50ℓ, whether you’re at work 

or at home. Together we can avoid #DayZero. 

#ThinkWaterCT Follow the @CityofCTAlerts 

for City updates. 

Reflections on Cape Town: A tourist’s perspective
Allan Simpson – Strategic Growth Manager, Anglian Water

Day Zero Dashboard 

https://www.sanlam.co.za/campaigns/2minuteshowersongs/Pages/default.aspx
http://water.eighty20.co.za/
http://coct.co/water-dashboard/?ca_source=Website&ca_medium=affiliate&ca_campaign=Home%20page%20trends%20-%20Day%20Zero%20Dashboard&ca_term=Day%20Zero%20Dashboard&ca_content=Day%20Zero%20Dashboard












Using water efficiency to drive a 
more customer-led sector

Chair: Rose O’Neill, Natural England
Panel: Ben Earl, Southern Water; Claire Sharp, Northumbrian Water;

Tom Wormald, Deliberata

Go to www.sli.do and enter event code #N335 to ask questions to the panel

http://www.sli.do


• ‘One size’ doesn’t fit all with customers

• Incentives really can help change behaviour

• Targeted water efficiency can play a major role 
     in deferring asset investment

• Customers need more of a relationship with their 
     usage to fully engage with water efficiency

• Integrating water efficiency into the work of the wider business is vital

• Linking affordability & water efficiency helps the most vulnerable in society

Key lessons of the Water Efficiency Programme



Target 100 – meeting the scale of the challenge ahead



Giving smart meters to those who want them

Devices that work with any meter, anywhere



Multiple benefits delivered with Water Efficiency



Using water efficiency to 
drive a more customer led 
sector…
 

Claire Sharp
Waterwise Annual Water Efficiency Conference 2018
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BECOMING CUSTOMER LED…

A changing sector
Customers at the heart
Water efficiency is a huge opportunity
Authentic engagement and participation
Achieve sustainable change

 





CUSTOMER PARTICIPATION



A WHOLE TOWN APPROACH



THE FACE MODEL & EVERY DROP COUNTS

FUTURES
Customers shape our approach
Seeking out non-participants
Learning from others
Laying the groundwork

COMMUNITIES
Launch event / Groundworks
Marketing & engagement campaigns
Recommend a friend
Schools incentives

ACTION
Increasing customer action
Sustainable behavioural change
Whole town scale change
 

EXPERIENCE
Giving customers control and choice
Saving water, energy and money
Affordability focus
Creating an unrivalled experience 



THE RESULTS SO FAR…

Eight towns participated

18,221 household visits

150 business visits

388,059 litres saved a day

99% customer satisfaction

Sustained savings - water and money



A CUSOTOMER LED SECTOR - WHAT’S NEXT…

FUTURES
25 Year Environment Plan…

Increase the VALUE of water

COMMUNITIES
Scale up from whole town… 

How to achieve community ownership? 

ACTION
Behavioural change at scale is a MUST

Water Saving Week 2018

COLLABORATION will achieve more
 

EXPERIENCE
NWG Innovation Festival 2018
- water efficiency design sprint 

Water efficiency a key component of 
unrivalled customer experiences 



THANK YOU 



Water efficiency segmentation

February 2018
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Overall satisfaction
Water outperforms and rising 
more quickly than the UK 
average or the utilities sector



What does this 
mean for us?
Is what we do reacting to what 
customers really think about?



Experience is 
everything
Start with the experience that 
the customer is looking for and 
work back from there



Our approach
Customer-centric insight that 
provides a new perspective on 
efficiency because it starts with 
customers’ emotional 
engagement with water and the 
value they believe it adds to 
their own lives 

99

Customer 
Mission

Current 
Understandin

g
Required for behavioural change

Functional 
outcome

Emotional 
outcome Social outcome

Having a shower To be clean To relax after a 
hard day

To appear 
professional at work

Washing the car To have a clean 
car

To indulge in a 
weekly ritual of 
polishing my pride 
and joy

To show off my car 
to the neighbours

Um yeah 
ok, but…

What I’m thinking 
about is this!

Change my 
behaviour?



New insight for new 
results
We cannot rely on existing 
thinking to solve these new 
challenges. A more radical 
approach is now required from 
the whole industry

100

Open thinking – the view from the outside in1

Real behaviour in the customer context2

Functional – and social or emotional outcomes3

Customer 
behaviours

New ways to target and 
engage customers to 

stimulate change

Company 
behaviours

Operational and customer 
management approaches 

and developments



Thank you



Water efficiency and economic 
growth

Chair: Aaron Burton, Waterwise
Panel: Daniel Bicknell, Greater London Authority;

Stephen Sheridan, Business Stream; Maddie James, water2business



www.waterwise.org.uk

● Capacity of new retailers to deliver water efficiency services 
● Customer awareness of competition and water efficiency 

services 
● Some water companies have outcome delivery incentives 

from Ofwat linked to non-domestic water efficiency that 
need to be delivered in this price review period (before 
2020). 

● Water resources planning and access to data to support 
forecasting (sharing with the wholesale water company)

● Bundling water as the cheapest service along with others 
such as telecoms and energy with higher margins



www.waterwise.org.uk

Analysis of water efficiency services – November 2017

http://www.waterwise.org.uk/resource/assessing-water-efficiency-services-offered-by-water-retailers/

http://www.waterwise.org.uk/resource/assessing-water-efficiency-services-offered-by-water-retailers/


www.waterwise.org.uk

League Table



Water efficiency and 
economic growth
Stephen Sheridan, Business Stream
Waterwise Annual Conference
6 March 2018



Created in 
November 

2006

Independently 
financed, 

managed & 
governed

Trusted partner 
– competitive 

market 
experience

Acquired 
Southern 

Water’s NHH 

customers

Trading licenses 
for England and 

Scotland

One of the largest 
non-domestic 

retailers

Water & waste 
water 

management and 
treatment 
solutions

Company overview



Water 
Efficiency Services

Delivering customer 
benefits

• Automated meter reading

• Benchmarking / water health check

• Leak detection and repair

• Network mapping

• Water efficiency advice and projects

• Water saving devices

Water efficiency & its benefits



Water performance strategy





Water in a growing London: A case study

Dan Bicknell
Greater London Authority, Environment Unit



Key diagram



London Environment Strategy

•Policy 8.2.3 Increase the amount of sustainable 
drainage prioritising greener systems in new 
development and also retrofit solutions

•Policy 8.3.1 Reduce London’s water 
consumption and leakage rate

•Policy 8.3.2 Support planning for a new 
strategic water resource appropriate for London



Water Policies
SI 5 Water Infrastructure

•Water efficiency, additional supply options and treatment infrastructure  

SI 12Flood Risk Management

•Regional Flood Risk Appraisal, 
      mitigation incl. making space for water

SI 13Sustainable Drainage

• Greenfield run-off rates, 
       drainage hierarchy, 
       no impermeable paving 
       on driveways / front gardens





Old Oak Park Royal Development Corporation



Old Oak & Park 
Royal Dev. Co.

(OPDC)

•Local Plan 
water policy 
(EU3)

•Integrated 
Water 
Management 
Strategy

•Infrastructure 
Delivery Plan



OPDC Policies

•Maximise on-site water use 
especially in non-resi

•Max score for BREEAM water for 
non-resi

•Residential – better than 105 
lites/person/day where viable

•Surface water managed on site 
using strategic and site based 
storage and reuse



London.gov.uk/environment-newsletter

daniel.bicknell@London.gov.uk
Twitter  @LDN_environment
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Madelaine James – Business Account Manager

Water Efficiency and Our Customers
6th March 2018
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Service
We're experts at helping business customers of all sizes and sectors

Sustainability
We can improve your environmental impact and performance

Savings
We help you save through water and waste water efficiency advice 

Our Customer Promise

The Role of the Retailer
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• “Working with water2business helped us 
understand and improve our water usage, 
which in turn improved our overall 
operations and efficiency. Just as 
importantly however we were able 
significantly reduce the amount of water 
we used and ensure our waste water was 
disposed of correctly." 

• Mark Lovett, Sustainability Manager, 
Apetito

What our Customers say…

• "The personalised service we have received 
from water2business has been extremely 
useful and has helped us reduce unnecessary 
water consumption, as well as improving our 
management of water resources on our 
stations.“

Annabel Harford, Environmental Project 
Officer, Avon Fire and Rescue Service
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✓ Account Management Expertise

✓ Bespoke Efficiency Advice

✓ Automated Meter Reading

✓ Leakage Detection and Repair

✓ Efficiency Audits and Remedial Works

✓ Exploration of Recycling Opportunities

✓ Consolidated billing data enhancements

Delivering Cost Effective Solutions
Value Added Services which promote Sustainable Economic Growth

✓ Active Consumption Monitoring 

✓ Water Management Plans 

✓ Water Saving Devices Installs & Roll Outs

✓ Water Efficient Appliances &Practises

✓ Waste Minimisation Audits - Trade Effluent 

reduction

✓ Tailored Water Reduction Strategies
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• Our growing customer base means more opportunity to deliver savings

• Benchmarking of consumption through national contracts

• Continued focus on efficiency and sustainability 

• Innovation of our services and water saving technologies

• Enhanced SME offerings and assistance with leakage

• Additional energy and carbon savings to aid sustainability agenda’s 

• Effective communication and collaboration with wholesalers

A customer led water saving culture

Next Steps

“At water2business we offer leading customer service and tailored water and wastewater 
management that will help to improve efficiency and deliver savings.” 
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Any Questions?



Thank You and Goodbye


