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Executive Summary 

Essex & Suffolk Water (ESW) and Mouchel have undertaken the latest phase of the 

award winning H2eco study within the Grays and Corringham areas of Essex, continuing 

to promote, educate and deliver water efficiency to customers.  

As a leader in the development of, and award winner in water efficiency within the UK, 

ESW has long term experience in water efficiency initiatives, many of which have been 

successfully delivered in partnership with Mouchel.  All studies in the H2eco project suite 

promote domestic water savings using a combined approach of offering customers the 

latest water saving products and education about the importance of saving water.  To 

achieve this Mouchel recruit and train staff to create an enthusiastic and motivated 

delivery team who actively engage and educate the customers recruited. 

This particular project is the eleventh phase of H2eco and builds on the experience and 

success achieved during previous phases.  Each phase has been subtly different, and in 

phase 11 (through the application of collective lessons learnt) the project has achieved 

the target of 3,000 completed appointments and has maximised the savings attainable 

from these having seen an average Ofwat assumed saving of 57.7 litres per property per 

day (l/prop/day) and an actual measured reduction of 26.5 l/prop/day across properties 

where meter reads were attainable. 

Phase 11 saw an unexpected deficit of interest from the initial targeted town of Grays, 

resulting in numerous reactive recruitment measures being implemented to ensure 

targets were attained.  These measures included thousands of door to door canvas 

visits and most notably the inclusion and mailing of a new town, Corringham.  It is not 

clear why the participation was lower than seen during previous phases, however it is 

clear from the results that had these measures not have been implemented, the project 

would not have reached its appointment target of 3,000 visits. 

H2eco phase 11 has maintained the high level of customer service feedback achieved in 

previous phases, attaining an outstanding 99.8% positive response rate for the helpful 

and courteous nature of plumbers and contact centre team, and an overall project 

satisfaction score of 99.1%.   

Phase 11 of H2eco incorporated further behavioural economics research that intends to 

help ESW understand what motivates people to participate in water efficiency projects 

and how best to engage customers to participate during future phases.  The data 

collected needs to be analysed and these findings need to be considered and 

implemented during future phases to help ensure that participation is maximised across 

the areas that are targeted. 

As with previous phases there were a number of steps taken to deliver this edition of the 

H2eco water saving project, these are broadly summarised in Figure 1 overleaf. 
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Figure 1 H2eco Project Stages 
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The following tables provide the results for H2eco phase 11 and summarise each of the 

key saving figures for the project.  These savings are discussed further in Section 3.   

Table 1 Key Results 

Key Result 
Grays Corringham Total 

Total Contacted Customers 14,270 11,036 25,306 

Applications Received 1,964 1,348 3,312 

Appointments Completed 1,727 1,281 3,008 

 

Table 2 Key Savings Summary 

Saving Type Total Saving (l/day) 

Average Saving 

(l/prop/day) 

Ofwat Assumed Saving 173,474.7 57.7 

Calculated Saving 188600.5 62.7 

Metered Saving 45,783.7 26.5 

 

Table 3 Key Project Dates 

Activity Date 

Grays Introductory Mailing 29/05/2015 - 06/07/2015 

Grays Customer Appointments 25/06/2015 - 21/10/2015 

Corringham Introductory Mailing 17/07/2015 - 10/08/2015 

Corringham Customer Appointments 23/07/2015 - 21/10/2015 

Door Knocking Undertaken In Grays 03/08/2015 - 02/09/2015 

Promotional Stalls 10/08/2015 - 05/10/2015 

Follow Up Surveys Sent 09/10/2015 - 27/10/2015 

End of Warranty Period  21/01/2016 

Calculation of Water Savings 28/11/2015 

Submission of Final Report 11/01/2016 
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1 Introduction 

H2eco is a water efficiency programme that offers free water efficiency appointments 

within customer’s homes in a selected town or area.  The visit involves a trained plumber 

assessing the property and installing a range of free water saving devices wherever 

possible.  During these appointments plumbers also provide advice and literature to 

educate on further water savings in the home, encouraging behavioural changes in 

water use as well as fully explaining the purpose of any device and its mode of savings.   

Since the H2eco studies conception in 2007, a number of phases have been undertaken 

to define and continually refine the best working approach towards water saving in 

domestic properties.   

Mouchel have been undertaking water efficiency activity with ESW for nine years and 

have a wealth of experience delivering and taking responsibility of these programmes 

from the set-up and initial planning of a project phase to project management, data 

analysis and project reporting. 

This is the first phase of the current H2eco framework (the eleventh phase of the overall 

H2eco study) and it aims to complete 3,000 water efficiency appointments during the 

summer of 2015 across the Grays area of Essex. 

For H2eco phase 11 a number of aspects have been incorporated from previous phases.  

These include the Whole Town Approach (WTA) and a behavioural economics research 

element in which ESW have worked alongside professors at the University of Chicago 

and Oxford University to establish.   

To date, the H2eco framework has proven a real success with previous phases winning 

a UK Water Efficiency Award in 2012 and again in 2014 along with the Sustainable 

Water Industry Group (SWIG) award 2013 for best domestic retrofit project.  The project 

has also been recognised for its exceptional customer handling delivery, having been 

awarded a Mouchel Excellence award for customer service during 2013. 

 

1.1 Aims and Objectives 

Northumbrian Water Group (NWG) is the parent company of ESW and is widely 

regarded as the Industry leader in the field of water efficiency.  This long-standing 

reputation is a result of the successful delivery of effective water efficiency strategies 

over the years, enhanced by sharing the various project outcomes with many 

stakeholders including regulators and Government. 

Since 1997, the primary driver for the promotion of water efficiency in NWG’s southern 

operating region was the need to conserve water in the UK’s driest area, and as an 
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enabler for the promotion of the Abberton Scheme.  In 2010, Ofwat, following pressure 

from Defra, placed a water efficiency target on all water companies for each year of 

AMP5.  The annual target was for each company to carry out water efficiency activity 

with their customers to the level of 1 litre of water per property per day.  The targets 

were calculated using Ofwat’s assumed savings for each water efficiency activity. 

However in line with Defra’s expectations for AMP6, water savings now need to be 

demonstrated as real, measured and quantified rather than based on assumptions.  As 

stated in NWG’s Water Resource Management Plan, water efficiency proposals aim to 

reduce per capita consumption by 0.12 l/head/day for Northumbrian Water and 0.26 

l/head/day for ESW by delivering measured water savings via a range of activities.  

Although this change was implemented it was decided to keep the assumed levels of 

saving during project reporting for the sole purpose of monitoring progress and 

comparability of phases.  To monitor and report the assumed savings attained, the 

savings are measured through an estimated saving table provided by Ofwat for each 

type of product (for more information please see Ofwat’s website). 

To help accomplish these targets the key objective of H2eco is to engage customers in 

water efficiency activity within their home, provide them with free water saving devices 

with the opportunity to reduce their bills, and empower them with education enabling 

them to make informed water saving decisions.   

To ensure effectiveness and to maximise the benefits of H2eco, each phase aims to visit 

3,000 customers from a base of around 15,000 and to maximise savings achieved in 

each to contribute towards the Ofwat targets.  H2eco also aims to: 

 Maximise the provision and fitting of products where possible. 

 Identify, report and wherever practicable, repair leaking toilets. 

 Complete plumber-led water audits with feedback information. 

 Ensure that all requested data is captured and delivering robust results. 

 Engage customers, ensuring customer satisfaction and encourage continued 

water efficiency. 

 Guarantee excellent customer service is delivered at all times, the right first time 

every time principles are maintained and the Guaranteed Standards of Service 

(GSS) identified in Section 1.1.1 are adhered to. 

 Ensure the plumber audit contains a high level of engagement to maximise 

behavioural changes within customer’s attitudes.   
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 Demonstrate innovation and cost effectiveness. 

 Maintain ESW’s position as the leading water company in water efficiency. 

 Ensure contact with customers is managed in line with Ofwat SIM compliance 

guidelines (see Section 1.1.2 for more information). 

 Incorporate the behavioural economics research into the process and accurately 

distribute media, collect data and create bespoke research reports. 

1.1.1 Guaranteed Standards of Service (GSS)  

ESW have a series of Guaranteed Standards of Service (GSS) which is a customer 

charter that details the standards of service ESW (and its contractors) guarantee to 

provide.   

For the purposes of H2eco, Mouchel must uphold these standards throughout all contact 

with ESWs customers.  The particular areas of relevance to this contract are: 

 If we need to make an appointment with you, we will arrange either morning or 

afternoon, or for a two-hour time band if you ask for this.  If we fail to do this, we 

will automatically pay you £30.  If we have made an appointment to visit you, we 

will give you at least 24 hours’ notice if we need to change the arrangements.  If 

we do not keep an appointment or do not give you at least 24 hours’ notice of a 

change, we will automatically pay you £30. 

 If you make a complaint to us in writing or by email, we will reply within ten 

working days of receiving your complaint.  If we do not meet this target, then we 

will automatically pay you £50. 

 Automatic payments on the above standards will be made within ten working 

days of our failure to keep the standard.  You can write to us to claim a further 

£20 within three months of our failure, if we fail to make a payment on time. 

More information on GSS can be found on ESW’s website 

(https://www.eswater.co.uk/your-home/your-services/g-standards-of-service.aspx). 

1.1.2 SIM Compliance 

The service incentive mechanism (SIM) is an incentive mechanism designed by Ofwat to 

encourage water companies to improve and provide a better level of service to 

customers and also allows customers to compare the performance of their company with 

others. 

It is based on two aspects of customer experience measures: 

https://www.eswater.co.uk/your-home/your-services/g-standards-of-service.aspx
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 A quantitative measure based on the number of complaints and unwanted 

contacts a company receives and; 

 A qualitative measure (one based on the quality of the experience) derived from 

a consumer experience survey. 

By measuring a water company’s customer performance, Ofwat records when a 

company fails to meet customer expectations and their experience in order to encourage 

companies to take responsibility for delivering what their customers expect.   

These requirements are particularly relevant to the H2eco study as it produces 

thousands of individual points of contact with customers that could create a negative 

SIM outcome if they are poorly managed.   

This is particularly important as final SIM scores directly affect the prices that companies 

are allowed to charge their customers per litre of water (their price limit).  Companies 

that perform better for their customers will be rewarded with reduced limitations on price 

increases.  Conversely, those that perform less well will have a penalty imposed (for 

more information please visit 

http://www.ofwat.gov.uk/regulating/aboutconsumers/sim/prs_web201211sim.pdf). 

To ensure compliance with these requirements, Mouchel’s customer service operatives 

and management team have to guarantee: 

 The highest standard of customer service is delivered. 

 Any complaints are resolved promptly. 

 Customer appointments are attended at the correct time and date. 

 Maintain accurate, easily accessible records for Ofwat reporting purposes that 

robustly illustrate adherence to the customer service standards outlined in the 

SIM requirements. 

  

http://www.ofwat.gov.uk/regulating/aboutconsumers/sim/prs_web201211sim.pdf


Essex & Suffolk Water 

Water Efficiency Retrofit Project 

 

 

 

 Mouchel   12 

Final Issue 1: January 2016 

2 Programme Approach 

Utilising experience gained during previous phases of the H2eco study, the best 

approach was derived along with new ideas to achieve the Ofwat targets in accordance 

with the specified guidelines for customer service and reporting. 

The project approach included the following key stages:  

 Project development and a plan to best achieve the project’s aims and 

objectives. 

 Mailing customers, receiving applications, booking and completing appointments. 

 Collecting meter read data for reporting and results. 

 Undertaking follow up surveys and telephone quality assessments for works 

completed. 

 Reporting the approach, results, conclusion and recommendations through a 

final report. 

 Accurate collection and analysis of data including the calculation and 

documentation of water savings. 

These stages are examined in further detail throughout subsequent sections of this 

report. 

While phase 11 followed in the core processes adapted throughout the delivery of 

H2eco, there were also new elements that were introduced and trialled.  These 

developments are elaborated on further within Section 2.1.   

 

2.1 Project Development 

The H2eco project has been continually developed throughout previous phases and the 

main driver for developing new approaches is to improve quality of delivery, accuracy of 

data and customer service while maximising savings.   

For phase 11 these changes have incorporated various aspects of the project including: 

 Promotion of project on advertising vehicles (ad van) 

 Introduction of leaking toilet repair service 
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 Introduction of isolation valve adjustments  

 Collaboration with local council  

 Redesign of project media and messages 

 Variety of ‘Recommend A Friend’ incentives  

 Incorporation with Whole Town Approach 

 The limit of one shower timer and one basin plug per property has been removed 

to help customers save across their entire household wherever applicable  

   

As with phase 9, a variety of recommend a friend incentives were offered which aimed to 

test the effects behavioural economics theories have on improving the participation in 

water efficiency initiatives.  This research and the approaches were again derived 

working with professors at the University of Chicago and Oxford University. 

The approach split the project customers into eight equal groups (coded 1 through to 8) 

and each would test the effect of a differing value of incentive to recommend.  These 

research groups and their incentive can be seen below in Table 4. 

Table 4 Research Groups 

Research 

Groups 

Incentive 

1 Control.  This group will not receive an incentive for taking part in H2eco nor 

recommending a friend.  They will however, be encouraged to recommend a friend at 

the time of the appointment. 

2 £10 for taking part in the H2eco project and referring one friend 

3 £20 for taking part in the H2eco project and referring one friend 

4 £50 for taking part in the H2eco project and referring one friend 

5 £10 for referring two friends without being required to take part in the H2eco project 

6 £20 for referring two friends without being required to take part in the H2eco project 

7 Earn up to £25 for recommending 5 friends (£5 per friend recommended) 

8 Earn up to £50 for recommending 5 friends (£10 per friend recommended) 

 

The inclusion of the research meant that some aspects of the project and media were 

adapted to achieve the required results, for example the invitation letter incorporated 

their incentive, as seen in Appendix B. 
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2.2 Project Management 

Mouchel’s project management has developed through experience in, and successful 

delivery of, water efficiency projects with several clients throughout the water industry.  

In particular, familiarity with prior ESW water efficiency studies has allowed Mouchel to 

develop a comprehensive understanding of client expectations in order to remotely 

deliver the satisfactory project results. 

The successful management of each phase relies on adequate focus on all of the key 

delivery elements to ESW’s timescales: 

 Right staff with adequate training 

 Continuous staff and client communication 

 Delivery focused on targets (primarily customer satisfaction and savings) 

 Health and safety 

 Robust IT solutions & data security 

 Robust quality controls 

 Detailed and accurate reporting 

Further relevant information around staff training, environmental management, health 

and safety, data security and quality control can be seen in the following sections. 

2.2.1 Staff Training 

Effective management of staff is critical to achieving the project targets and an emphasis 

is therefore placed on provision of adequate qualifications, training and continued 

communication with all staff.  This was maintained through the following steps: 

 All staff are made aware of the aims of the project, client expectations, targets 

and their individual impact on these. 

 Appropriate training provided to staff relevant to the job they undertake. 

 Where required, appropriate qualifications sought or provided.   

 Measurable targets set for management of the plumbers and contact centre staff 

which could be monitored in the management and MWM (Mobile Workforce 

Management) systems. 
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 Meetings held with all groups of staff to communicate progress towards goals 

and illustrate how their activity had a direct influence on the project. 

 All feedback from customers and staff is reviewed to improve working practices. 

 Quality control measures undertaken at all levels and reactive re-training 

provided where required. 

There were two key groups of staff employed; the plumbers out on site who attended 

customer appointments and the contact centre staff working from the office who were 

responsible for customer contact and data entry. 

It was important these groups received sufficient training to perform their role to a high 

standard particularly as they interacted with the customers on a daily basis, represented 

ESW to their customers and had to comply with the SIM requirements. 

The plumbers employed on the project were interviewed by the management and lead 

plumber after which qualifications were verified and a Disclosure and Barring Service 

check was completed.  Contact centre staff were interviewed by the project 

management and qualifications verified where appropriate.  The specific areas for 

training can be seen below; 

Water Efficiency Plumbers 

Plumbers employed to work on the H2eco project must be industry qualified with an 

S/NVQ2 qualification in Mechanical Engineering Services – Plumbing (Domestic) or an 

equivalent City and Guild qualification. 

Mouchel are also fortunate to have numerous plumbers who have gained valuable 

experience through assisting with the delivery of over 20,000 previous water efficiency 

audits for ESW and Northumbrian Water who are utilised wherever possible.   

In addition to their qualifications and relevant personal experiences, plumbers are 

subject to a comprehensive training process which covered a range of aspects 

associated with water efficiency and customer service.  This core training is hosted by 

both Mouchel and ESW management and incorporated toolbox talks which are provided 

by qualified Mouchel health and safety advisors.   

This training day includes: 

 Both Mouchel and ESW corporate messages. 

 Core reasons why the project is being undertaken. 

 The importance of high standards of customer service and satisfaction. 
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 Individual’s specific impact on SIM. 

 Achievement of water saving targets through efficiency work. 

The training also focuses on the specific role of the plumbers in their day to day work 

delivering appointments and installing water saving devices: 

 General appointment process for customers and materials that customers have 

been sent to date.   

 Explanation of each of the products supplied by H2eco, their method and 

quantified savings, any advice and tips on installation and any potential issues 

that may arise. 

 All plumbers are supplied a PDA (Personal Digital Assistant) containing multiple 

practice jobs to allow them to familiarise themselves with the device’s format and 

function. 

The health and safety aspects of the plumber’s role is addressed in great depth and 

includes: 

 A comprehensive health and safety pack prepared by the project management 

team which is issued and then reviewed by all plumbers. 

 Lone working procedures are explained and implemented. 

 Toolbox talks on manual handling and asbestos awareness are completed by a 

Mouchel health and safety advisor.   

 A Mouchel safety driving monitor is completed online to assess driving abilities 

and levels of competence. 

The training is concluded with a question and answer session where an open forum is 

available to all project staff to discuss any outstanding questions or additional points.  

This also allows the experienced plumbers to relay past knowledge or advice to newer 

members of the team, giving them an invaluable insight in to the appointment process 

and lessons learnt during previous phases.   

On completion of the training day, plumbers then shadow and are shadowed for two 

days by a combination of project management and the lead plumber who can offer 

invaluable guidance and on the job feedback.   
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Customer contact centre 

The contact centre is the first point of contact with customers, handling any queries, 

booking appointments and data entry.  The contact centre is office based and vital in the 

smooth running of the project, customer satisfaction and project SIM compliance.   

All contact centre staff received project and back office systems training delivered by 

Mouchel before engaging in any contact with customers or entering live data.  The 

following topics were reviewed in the project training: 

 Client objectives 

 Project targets 

 Appointment process 

 Products 

 Call scripts 

 Frequently asked questions 

 Specific Ofwat and SIM training  

 

As a key part of the project the contact centre staff were charged with ensuring that 

applications lead to appointments.  Based on experience from previous studies all 

contact centre staff were aware of the importance of reassuring customers that all 

services were truly free and the project was in the customers best interest to help them 

save water, energy and money. 

 

2.2.2 Environmental Management 

Mouchel work with ESW to deliver the H2eco project and provide better everyday 

services to people and communities.  Mouchel are ISO 14001 accredited and schedule 

and deliver a programme of internal audits to ensure compliance and continual 

improvement in order to maintain this certification. 

The H2eco project delivers many environmental benefits and improvements however, it 

is recognised that there is also a cost to the environment in the delivery of this service.  

Mouchel and ESW are committed in conducting the H2eco project in an environmentally 

responsible and sustainable manner.  To do this they work to comply with all relevant 

environmental legislation and where practicable, minimise any adverse environmental 

impacts that may result from the project.  In implementing this policy, Mouchel aim to: 
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 Take into account the direct environmental impacts of the operations, including 

those of Mouchel’s offices, staff travel, and the procurement of materials and 

services. 

 Recycling of all cardboard waste as a by-product of mailing customers and stock 

shipments and storage. 

 Work with ESW and the supply chain to identify and mitigate the environmental 

impacts associated with the project and services delivered. 

 Prevent pollution from delivery of the H2eco project. 

 Monitor, measure and communicate (both internally and externally) the 

environmental performance of activities in order to drive continual improvement 

in areas of significant risk and opportunity. 

 Provide a culture of environmental awareness for staff through training and 

communication. 

Mouchel and ESW applied this policy into the H2eco project in a number of ways and the 

most notable is the project itself.  The H2eco framework is a retrofit framework and the 

water saving devices are mostly fitted to existing fitments.  This removes the need of full 

replacements of perfectly functioning toilets, taps and showers and reduces waste sent 

to landfill. 

Due to the amount of printing and media that is required for the H2eco project, where 

possible, recycled paper was used for the introductory booklet, follow-up and non-

respondent surveys along with the use of vegetable inks for printing.  Customers were 

offered the option to have their appointment confirmation via a text message SMS or 

email instead of letter to further reduce the amount of paper and printing required.  

Printing was further reduced by all reporting, data entry and correspondence being done 

electronically wherever possible.   

The plumbers spend a large amount of their day driving between appointments which 

creates a key focus to reduce driving time and the need for unnecessary and inefficient 

journeys.  This was achieved through Mouchel’s Mobile Workforce Management (MWM) 

system, where the most efficient route for the plumbers was calculated when dispatching 

appointments.  This was coupled with the plumbers Personal Digital Assistant (PDA) 

which sent all appointment data electronically to the office instead of through paper 

copies. 

Efficiencies in the printing process, integration of a project website, automation of tasks 

and route planning have enabled the project to become more sustainable and reduce its 

collective environmental footprint.  Mouchel believe that through the implementation of 
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this policy and the management systems, they are able to meet their commitments, and 

in addition look beyond simple compliance for best practice. 

2.2.3 Health & Safety 

Mouchel takes health, safety and welfare of its employees, its clients and others affected 

by its activities extremely seriously.  Mouchel aims to provide a safe and healthy working 

environment for all employees and for all others who may be affected by their work.  

Mouchel aim to, so far as reasonable practicable: 

 Provide adequate control of health and safety risks arising from work activities 

and maintain safe and healthy working conditions. 

 Identify all risks and hazards created as a result of their work. 

 Prevent accidents, injuries and cases of work-related ill-health. 

 Ensure the competency of employees and others under their control and provide 

adequate information and training. 

 Consult with employees and others affected by their activities on matters relating 

to occupational health and safety. 

 Ensure all employees and managers understand their responsibilities in respect 

of occupational health and safety and communicate the health and safety policy 

and arrangements to all employees. 

 Comply with legal requirements for health and safety. 

 Ensure that adequate resources are made available to manage health and safety 

and provide appropriate processes and procedures for health and safety. 

Mouchel has a strong background and extensive experience in managing site teams all 

over the UK on a variety of project types and has therefore developed robust systems 

for office and site workers.   

Water Efficiency Plumbers 

While the work carried out is not high risk, plumbers are working alone, entering 

domestic properties and driving throughout the day and early parts of the evening, all of 

which are tasks carrying a level of risk and require diligent health and safety practices.   

Within the H2eco project, plumbers use Personal Digital Assistants (PDA) which link with 

the Mobile Workforce Management system (MWM) and enable visibility of their location 

through GPS at all times, whether they’re in a property or travelling.  As the plumbers 

are classified as lone working throughout their working day, these devices are also 
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configured to raise protection alerts if the plumbers become ‘inactive’ at any point which 

immediately notifies project management.  These notifications are then escalated until 

contact is made with the individual or the police are subsequently alerted. 

Plumbers are required to complete Mouchel’s online driving risk assessment tool where 

they are then taken through interactive driver training resources as necessary prior to 

completing any site work.   

Plumbers are also provided with a health and safety pack which is reviewed with the 

project management on their training day.  This pack outlines Mouchel’s policies on 

health and safety which includes key items such as emergency planning, job specific 

risk assessments with related guidance notes and information where applicable.  

In addition, bespoke training sessions are supplied by a Mouchel health and safety 

advisor focusing on manual handling, asbestos awareness, working with vulnerable 

people and dealing with aggression at work. 

Customer contact centre and office staff 

Contact centre staff completed an office health and safety induction along with related 

training on health and safety in the workplace.  This included general health and safety 

policies and specific training on areas such as their display screen equipment (DSE). 

 

2.2.4 Data Security 

Mouchel recognises the value of information and takes security of information very 

seriously.  Mouchel has achieved ISO 27001 certification for the Information 

Management System used within the organisation. 

Under the terms of the Data Protection Act (DPA) 1998, Mouchel agreed and warranted 

to only use the Personal Data supplied by ESW for the sole purpose of the H2eco 

contract during which the Personal Data would be safeguarded against accidental and 

unlawful destruction or accidental loss, alteration, unauthorised disclosure or access and 

all other forms of unlawful processing in accordance with the DPA.  In accordance with 

this Mouchel also agreed to maintain the following technical and organisational 

measures to protect and safeguard Personal Data: 

 All IT equipment is configured to published standards (ISO 27001) and all 

computer accounts are unique to the individual and include complex passwords. 

 All computers have appropriate and up to date antivirus software and updates 

are made available as soon as practicable. 
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 Using Microsoft Active Directory, appropriate logical separations enforced to 

ensure that certain project information is only accessible to those whose role 

requires it, other users outside of the project cannot access this data. 

 Mouchel utilise a site-to-site Virtual Private Network (VPN), leased lines and 

Multiprotocol Label Switching (MPLS) to guarantee data is always held and 

transferred over secure networks. 

 If data is transferred between Mouchel, ESW and third party suppliers, it is 

encrypted through either a password or bespoke encryption tools prior to 

sending. 

 Third party suppliers are vetted through a Vendor Approval process to ensure 

their suitability and their adherence to the DPA 1998. 

 Personal data is never exported outside of the European Union and third party 

suppliers do not keep data longer than is necessary and destroy  it thereafter.  At 

the end of the contract, all remnant personal data is destroyed. 

 PDAs only carry customer’s personal data for a single day’s appointments and 

these units are all password protected.   

 Where Mouchel use temporary staff, they are contracted through Mouchel’s 

recruitment agency Matchtech, who manage the recruitment needs of Mouchel to 

provide suitable candidates. 

 All Mouchel personnel, including contractors, are vetted on joining the 

organisation to ensure conformance with Legal, Regulatory and Contractual 

obligations.  All new starters must and do sign contracts with Data Protection 

requirements identified and communicated.   

 All project staff receive training in data protection, security and the need to apply 

due diligence with respect to personal data prior to commencing work on the 

project. 

 Project staff with access to the central database systems where personal data is 

held are assigned individual credentials that permit and restrict access as 

required by the project position. 

 At the end of the contract, all remnant personal data is destroyed. 

 



Essex & Suffolk Water 

Water Efficiency Retrofit Project 

 

 

 

 Mouchel   22 

Final Issue 1: January 2016 

2.2.5 Quality Control 

Mouchel is ISO 9001 certified and has worked with ESW to deliver the H2eco project and 

provide better everyday services to their customers and community.  Mouchel are 

committed to maintaining a robust and effective framework through which they can 

consistently deliver the highest quality project and service to ESW, a framework which is 

intended to drive continual improvement, positively enhancing client satisfaction and 

addressing their needs. 

In implanting their policy, Mouchel aim to: 

 Provide a set of processes and procedures to support the business in meeting 

client and contractual requirements whilst delivering the project and service 

consistently and to a high standard. 

 Work in partnership with suppliers and ESW to ensure Mouchel deliver valued 

services to ESW and their customers. 

 Where required, meet specific requirements relating to third party accreditations 

and certifications. 

 Use feedback to improve the services Mouchel deliver and the effectiveness of 

their quality management system. 

 Promote a culture of continued development ensuring Mouchel’s staff are 

appropriately qualified. 

As part of this commitment Mouchel maintain a quality management system that 

complies with the requirements of ISO 9001 which they regularly review for suitability to 

the business, establishing measurable quality objectives in order to drive further 

improvement opportunities.   

As the H2eco project generates a significant amount of data, a high priority is therefore 

placed on the accuracy of the data being provided particularly as it is utilised and 

submitted to Ofwat.  Decisions for future water efficiency studies regarding products and 

programme approach are also made based on recorded and reported data.   

Mouchel are familiar with the data requirements of the project and incorporate measures 

to ensure consistency and accuracy of data captured and later reported.  These include: 

 Automation of tasks in the computer systems to reduce the potential for errors. 

 Use of predefined drop down menus with the additional option to enter 

comments. 
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 Spot checks of project report data, contact centre records and random reviews 

on appointment data from PDAs. 

 Weekly reviews of telephone recordings for consistency, accuracy and feedback. 

 Telephone audits are undertaken almost immediately after an appointment to 

assess customer satisfaction and delivery of the plumbing service. 

 Ensuring all data is captured alongside usernames with date and time stamps to 

create a transparent audit log.   

 Customer appointments are audited daily by the project management team to 

ensure the highest levels of customer service are maintained and the data entry 

is accurate.   

 At any point and at random (unless a specific issue has arisen) a plumber will be 

shadowed in an appointment by the lead plumber or a member of the project 

management to ensure quality and service levels are being met.  This included 

spot checks by ESW management.  

 Project tasks are monitored frequently to ensure compliance with contractual and 

regulatory guidelines.   

 All letters and printed materials are thoroughly reviewed by the Mouchel and 

ESW teams prior to delivery to customers.  All media sent was reviewed by ESW 

for compliance with corporate marketing, public relations and branding policies.   

Mouchel believe that through the implementation of this policy and their processes they 

can effectively provide ESW and their customers with the confidence that the provision 

of service and products are delivered consistently and to a high standard.  These 

controls were applied throughout the project process to staff, management, data, 

appointments and third party suppliers.   

2.3 Project Computer Systems 

Various computer systems are used to manage, deliver and report on the requirements 

of the H2eco project.  Some of these tools have been developed in-house by Mouchel 

teams whilst others are sourced through third party suppliers who provide a service in 

delivering the project.  These systems are elaborated on in the following sections. 

2.3.1 Project Website 

H2eco utilises a project website which allows customers to respond to the project 

invitation with their preference to opt in or out of the project and to provide convenient 

contact times and numbers for a call back from the office.  When a customer provides 
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their preference an update is sent to the back office Customer Management System 

(CMS) and they are placed on the call list to be called at the requested time.   

The website hosted a number of frequently asked questions about the H2eco project, 

appointment process and a link to a project demonstrational video following a plumber 

through the appointment process.  

The website allows customers to respond to the project at any time, for example during 

work or out of the contact centres office hours.  It is thought that this may also appeal to 

a wider demographic and those used to modern customer interfaces when dealing with 

companies. 

An example of the application screen of the project website can be seen below in Figure 

2. 

Figure 2 Project Website 

 

2.3.2 Incoming Text SMS Short code 

An incoming SMS short code was set up to enable customers to request a call back 

from the contact centre from their mobile phones if they would prefer not to call out 

themselves.   
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Messages were automatically translated into call backs that the contact centre would 

action as soon as possible in the hierarchy of current workload. 

2.3.3 Outbound Email and Text SMS Confirmation / Reminders 

Customers could opt to receive appointment confirmation and reminder emails or text 

SMS messages as an alternative to postal mail.  The confirmation messages were sent 

on the date that customers booked their appointment as confirmation of the 

arrangement.  Reminder messages were later sent 1 working day prior to the arranged 

appointment. 

This aims to reduce the quantity of paper used through the duration of the project and 

modernised the process in line with other major service providers. 

An example of the confirmation and reminder messages can be seen in Appendix G. 

2.3.4 Shared Email Account 

Mouchel configured two shared email accounts which were monitored separately by 

both contact centre operatives and project management staff.  These accounts were 

used for customer, ESW and supplier interaction allowing the staff on duty to reply 

promptly to queries or issues raised and escalate them accordingly amongst the team. 

2.3.5 Telephone System 

A telephone system is set up before first customer contact with a free phone 0800 

number for customers to contact the project through.  The system was programmed with 

the set project opening hours of Monday to Friday, 08:00 to 19:00 to receive calls from 

customers.  Out of office hours customers would be diverted to a pre-recorded 

answerphone message in order to leave a voicemail to be contacted at the next 

available opportunity. 

For incoming customer calls, there is a call queuing system that is visible to office staff 

and informs customers of where they are in the queue.  All calls made and received are 

recorded, securely stored and used daily for quality checks and training where 

necessary. 

  

2.3.6 Customer Management System (CMS) 

The Customer Management System (CMS) is a bespoke project application developed 

by Mouchel specifically for water efficiency projects and is housed on secure servers 

maintained in Mouchel offices.  The CMS system contains and records all project data 

including: 
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 All supplied customer information 

 Entered and generated customer contact (calls, letters, etc.) 

 Scheduling availability data and booked appointments 

 Appointment data, fitted products and stock availability 

The CMS system has adapted and improved over the project phases so that it can 

perform the variety of functions that have become essential to the successful 

management and reporting of each phase. 

The CMS system is used by contact centre operatives and project management 

continuously throughout the project in a variety of different roles.  To guarantee that all 

data maintains its integrity, confidentiality and availability, each member of staff working 

with CMS have their own unique login and password along with different access levels 

so that certain information and functions are restricted to management only.  See Figure 

3 for the CMS login. 

Figure 3 CMS Login 

 

At the beginning of each phase the CMS is populated with customer information from 

ESW, this consists of a customer’s unique property reference number (PRN), name(s), 

address and where available or applicable, a contact number and water meter details. 

During each phase all applications, contact, reports, and letters are generated and 

logged through the CMS against the relevant customer.  As seen in Figure 4, it is 

essential for call details to be logged accurately as they provide a documentation of what 

has been discussed with the customer and offered an audit trail of all contact, dates, 

times and the user. 
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Figure 4 CMS Logged Contact 

 

Customers applying online, via post or telephone could also request not to participate.  If 

this was the case they would be placed as an ‘opt out’ and would be automatically 

removed from any further contact regarding the project whether by letter or telephone. 

For customers who have applied, the contact centre are able to arrange a date and time 

for the operative to visit based on predefined availability input into the CMS by project 

management.  The project management are then able to export these appointments 

daily to each of the plumbers PDAs from the CMS.   

Amongst numerous reports and data outputs (see Section 2.4.11), the CMS reported all 

collected applications and contact on a daily basis to ESW.  ESW will then enter this 

information into their customer management system (Plus2) for communication and 

auditing purposes.  An example screenshot of the CMS system can be seen below in 

Figure 5. 
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Figure 5 CMS Example Screen 

 

2.3.7 Mobile Workforce Management (MWM) 

The Mobile Workforce Management (MWM) system is used to monitor the live 

appointments and the plumbers throughout the day. 

Appointments were exported from CMS to the MWM in the evening for the following 

working day.  CMS exports the appointments taking customer requests for any 

guaranteed timeslots, preferred times, or comments into account and organised them 

into an optimised route to avoid excessive travelling.  These jobs are added to a diary 

view to each of the plumbers PDA and colour coded according to their type (morning, 

afternoon, etc.) as seen below in Figure 6. 
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Figure 6 MWM Diary View 

 

The MWM allows project administrators and project management to monitor the 

progress of the plumbers throughout the day, as it happens.  This is instrumental in the 

running of the daily schedule as it often needs to be reworked quickly due to unforeseen 

circumstances, for example, requiring  more time to complete an appointment in a large 

property or if an appointment is missed by a customer.  As jobs are completed, the data 

is synchronised back allowing for quality checks to be undertaken immediately through 

viewing the job data and images attached.   

Using this software project administrators were able to schedule appointments at short 

notice in order to fill a slot due to missed or cancelled appointments.  This was an 

invaluable part of managing the project and customer satisfaction on a daily basis as 

where urgent remedial visits arise needing attention, an appointment can potentially be 

arranged and completed on the same day.   

The MWM also allows messages to be sent directly to the plumbers and for the 

plumbers location to be viewed whilst they are lone working.  As seen below in Figure 7, 

the exact locations of where staff started and finished are available in case of any 

emergencies. 
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Figure 7 MWM Locations 

 

 

2.3.8 Personal Digital Assistant (PDA) 

Scheduled appointments and completed appointment data is communicated with 

plumbers via their individual PDAs.  These devices synchronise frequently and display 

jobs that the operative has been scheduled to visit and any specific information or notes 

(such as passwords) that could be viewed before starting an appointment. 

These devices record details such as arrival and completion times, products fitted, the 

reason why products could not be fitted and images of the customer’s fitments whether 

products are installed or not. 

Manual entry is kept to a minimum during this process through the use of drop down 

menus where plumbers can select the appropriate action undertaken.  For example, a 

generic list of reasons why products could not be fitted was defined and included in 

these appointment screens (based on experience from past studies), however plumbers 

also had the functionality on these devices to enter more specific comments where 

required.  Some example screenshots from the PDA can be seen below in Figure 8. 
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Figure 8 PDA Example Screens 

  

On completion of the appointment the customer signs the PDA to confirm the products 

they had or did not have fitted and the information that had been given to them.  This 

process then locks the appointment and the plumber is no longer able to edit it.  The 

appointment data and images are then transmitted back and imported into the project 

systems without any need for manual input.  Once this transmission of data was 

complete it is permanently removed from the plumbers PDA to comply with data security 

measures. 

Data was continuously transmitted securely from the PDA devices throughout the day 

and monitored by project administrators.  This was advantageous as the plumbers could 

be contacted immediately if an error was noted in any of the data fields which could then 

be rectified and lessons learned and shared as necessary.   

Whilst also hosting telephone functionality allowing for calls to be made with project 

management and customers, the PDAs also offered several vital health and safety 

options including the location of the device and plumber at all times.  These devices also 

require the completion of weekly vehicle safety checks before customer appointments 

can commence, as well as having a lone working system where by each plumber was 

required to confirm they are ‘okay’ once an hour. 
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2.4 Programme Delivery 

There are a number of aspects that pull together the lifecycle of each phase of H2eco in 

order to deliver the projects aims and objectives.  These aspects are discussed in further 

detail in the following sections. 

2.4.1 Project Area and Composition 

This year H2eco phase 11 was delivered in the Essex town of Grays, Thurrock.  

Following the outcomes of a recent piece of research, ESW learnt that particular 

ACORN (A Classification of Residential Neighbourhoods) groups (5 and 6) and in 

particular ACORN type 16 have a greater propensity to save a lot of water once a 

plumber is in the home.  Equipped with this knowledge, ESW with help from its 

Research and Development team profiled its Essex catchment area in order to identify 

areas which had a high propensity of ACORN groups 3, 4 and 5.  This led attention to 

the area of Grays which is geographically presented below in Figure 9 in conjunction 

with previous project areas. 

Figure 9 Project Geographical Location 

 

As detailed below in Table 5, Grays houses a majority of ACORN category 3 customers 

with the bulk of the other groups consisting of categories 4 and 5 who are deemed to be 

working class.  As was recommended in earlier phases of the H2eco study, it was 
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anticipated that these customers would benefit the most from the project and the 

associated financial savings.  

Table 5 ACORN Categories for Grays 

Group Group Title % of 

Customers  

1 Affluent Achievers 6% 

2 Rising Prosperity 2% 

3 Comfortable Communities 51% 

4 Financially Stretched 27% 

5 Urban Adversity 14% 

 

2.4.2 Project Branding 

In order to engage Grays in the WTA and recruit customers for the H2eco project, a 

variety of methods of advertising were planned in an attempt to reach differing 

demographics of customers and raise awareness.  It was hoped that through the range 

of advertising mediums customers within the project catchment area would become 

familiar with the H2eco brand and interest would peak resulting in applications. 

Bus Shelters 

Starting on the 10th August for a four week period 8 bus shelter ad-shells (see Figure 10 

below) were used to display prominent project information including application contact 

numbers and even a Quick Response (QR) code which could be scanned from 

smartphones.  These adverts hoped to remind local customers of the project who were 

either on or waiting for bus and those just passing the bus stop. 
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Figure 10 Bus Shelter Advert 

 

Advan 

For one week from Monday 3rd August a mobile advertising board (see Figure 11 below) 

used the same theme and slogan as the project media and WTA to promote the project 

in the heart of the community.  The noticeable billboard enabled commuters and other 

road users to see this and link it to the WTA commercial project or the H2eco media they 

would have received through the post. 
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Figure 11 Project Advan 

 

 

Local Radio  

Between 13th July and 2nd August a project advert was played on local radio station Time 

FM.  The voice over promoted that ESW were working in the Grays area and 

encouraged listeners to visit ESW’s bespoke Every Drop Counts website for more 

information on how to get involved. 

ITV Player  

An advert was also played on the regional version of the ITV player (see Figure 12 

below) over a monthly period starting on the 24th August.  This contained visual images 

associated with the project as well as contact centre details for customers who were 

interested and wanted further information. 
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Figure 12 ITV Player Advert 

 

Project Vans 

Over previous phases the plumbers vans have had a proven record of raising 

awareness of the project and increasing customers confidence in both the brand and 

service provided.  They become familiar, recognisable and legitimate physical 

manifestations of the project’s printed literature operating around the H2eco recruitment 

area.  As well as the project logo the images on the vehicles included prominent logos 

for both ESW and Mouchel, the project slogan of ‘Helping Grays make every drop count’ 

and both the contact centre number and web address for information.  See Figure 13 

below for the project van design. 
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Figure 13 Plumber’s Branded Van 

 

 

2.4.3 Customer Introductory Mailing 

A total of 14,270 customers in Grays were invited to participate in the H2eco project.  

The postcodes areas of these customers and the project area can be seen below in 

more detail in Figure 14. 
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Figure 14 Grays Postcode Areas Invited To Participate  

 

Customers were separated into two mailing batches allowing the contact centre to 

manage the incoming response effectively and to ensure sufficient availability of 

appointments when customers applied.   

Each of these mailing groups where split randomly by the research professors into eight 

subgroups who each would receive their assigned research incentive.   

These customers initially receive a pre mailer card one week prior to receiving an 

introductory pack.  Two weeks after the introductory letter, for those that have not 
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already applied, a final reminder card is sent.  The mailing items were individually 

designed and tailored for ESW by their media teams implementing the project logo, 

branding colours and styles.  These are described in further detail below. 

Pre Mailer Card 

A pre mailer card (Appendix A) is sent 1 week before the introduction packs.  These 

cards are used to advise customers that the project is being introduced into their area 

and that they would soon be invited to participate.  These cards help to raise awareness 

of the project and its purpose, familiarise customers with the project logo and branding 

and with the overall aim of encouraging customer participation. 

Invitation Mailing 

The invitation pack included an introductory letter, project leaflet, a return envelope and 

a folded tea towel.  The pack provided customers with in depth detail on the H2eco 

project, the process of applying, the research incentive (if applicable), the products that 

may be fitted and the overall benefit of participating.   

On receipt of the pack customers could respond via mail, the free phone number, SMS 

text message, email or directly through the project website to indicate whether or not 

they would like to take part.   

The content of the introductory letter was reduced for phase 11, following a review and 

redesign by a wordsmith.  The new letter was designed to be more eye catching by 

reducing the amount of content and housing large engaging messages relating to water 

saving.  The text within the letter explained that the project was being undertaken in the 

customer’s town and invited the customer to participate.  To initiate the research, each 

of the letters introduced the incentive the customer would receive as had been 

previously set out by the professors.  As seen above in Table 4, there were eight 

different incentive groups set out for customers with eight different letters to reflect this.  

An example of each letter is shown in Appendix B.   

The introductory booklet (Appendix C) also underwent a wordsmith review and was 

enclosed with the letter.  This booklet provided further details on the project including the 

importance of saving water, statistics from previous studies, information on the products, 

a frequently asked question and answer section and a postal application form on the 

back.   

As successfully demonstrated during previous mailings, a free tea towel was included 

within the envelope (Appendix D).  This has proven to catch customers attention and 

can be mentioned (during telephone communications) to remind customers of the pack 

they had received in the post.  In addition to assisting with customer engagement the 

water efficiency tea towels also hosted a number of useful behaviour changing, water 

saving tips as a daily reminder in the home following conclusion of the project. 
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A simplistic formal envelope (Appendix E) was designed to mitigate the risk of mail being 

disposed of as junk by customers.  This envelope was a plain C4+ size with a small 

ESW and H2eco logo on the front.  It was believed that customers would be more 

inclined to open the mail if it looked like an official ESW letter and less like junk mail 

which could be discarded without much consideration.  

Also included in this envelope was a bespoke research card which contained additional 

information on the incentive group the customer was in and how they could take 

advantage of this offer.  These cards had not been included previously and hoped to 

raise overall awareness of the recommend a friend scheme.  These different cards can 

be seen below in Appendix L. 

Reminder Card 

Reminder postcards (Appendix F) were designed by ESW to be eye catching and 

remind customers of the invitation pack they were sent.  They included some details 

around the benefits of the project and how to participate along.  These reminder 

postcards were sent two weeks after customers had received their introductory letters.   

2.4.4 Customer Response 

Customers had a number of ways they could respond to the project introductory mail to 

participate in the project.  These are outlined and looked at in further detail below. 

Customers who apply after the closing date of the project or who live outside of the 

operating area are offered a Water Saving Kit instead of an appointment.   

Mail 

Customers could choose to opt into the project by completing the form attached to the 

introductory booklet enclosed in the introductory pack.  Customers were required to fill in 

their unique property reference number, name and address, contact telephone number 

and a best time to be contacted during the contact centre opening times.   

The pre-paid reply envelope provided in the introductory pack could be used to return 

this form to the project PO Box free of charge.  These forms would then be received in 

the contact centre, date stamped and entered into the CMS. 

These details were recorded and logged against the customer on CMS, this enabled the 

process of application to be documented and placed the customer on a call list with their 

best time to contact so that they would be called within 5 days to book an appointment.   

Telephone 

Customers could also contact the project team using the free phone number to respond 

directly to the contact centre at their convenience.  Customers could indicate whether 

they would like to opt in or out, book an appointment over the phone, register their 

interest but request a call back at a more suitable time or contact the project team at a 
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later date to book an appointment.  These calls and all associated details would be 

logged in the project database under the relevant customer record.   

The contact centre was open between the hours of 08:00 to 19:00 and staffed by fully 

trained, experienced operatives, who were equipped to answer customer queries and 

book appointments.  If a customer attempted to call the contact centre outside of 

operating hours, a voicemail service was in place informing customers that their call 

would be returned as soon as possible but always within 2 working days. 

Website 

The project website also provided an avenue for customers to opt in or choose to opt out 

of the project.   

Customers required their property reference number and a unique password which was 

found on their invitation letter in the introductory pack.  The password provided security 

when accessing their online account and ensured only the recipient of the letter was 

providing their preference. 

When a customer opted out through this method it would update the customer’s record 

on CMS and the customer would not be contacted further regarding the H2eco project.  If 

a customer opted in, they would be able to place the best contact number and time to 

contact, which again would update on CMS and they would be placed on the call list 

accordingly, to be called at the specified time within 2 working days.  Figure 2 shows 

application screen of the project website.   

Text Message SMS 

An incoming SMS short code was set up to enable customers to request a call back 

from the contact centre.  As seen on the introductory booklet provided with the 

introductory pack (Appendix B) and reminder postcard (Appendix F), customers would 

send an SMS text message to 86699 starting with the word “water” and would receive a 

call back from the contact centre as soon as possible. 

Email 

A project email was set up to allow customers to register their interest in the project by 

emailing their unique property reference number, contact information and a preferred 

contact time.  These emails and their preferences were then entered into the CMS to 

ensure customers were contacted within 2 working days and within their specified time 

preference. 

2.4.5 Further Customer Recruitment / Engagement 

A number of options are available to engage customers who do not respond to the initial 

introductory mail out and to re-engage customers who do respond but for one reason or 

another.  These potential options are explained further in the following sub-sections. 
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Reminder Calling 

A key method used in all phases of H2eco to recruit customers is labelled as ‘reminder 

calling’.  In some phases this has proved a vital method of recruitment in order to reach 

the project aims of delivering 3,000 appointments.  The process involves calling 

customers who have not yet applied on pre-existing ESW account numbers.  These 

customers are called up to three times, leaving a message on the third if no contact is 

made.  If the contact details are still current and the customer is able to be contacted, 

the customer is reminded of the invitation pack, often by making reference to the tea 

towel and then invited to opt in and book a suitable appointment.   

All contact centre staff who engaged in reminder calls were provided with call scripts 

designed to highlight and promote the project.  Staff were well educated on the benefits 

of the project, frequently asked questions and prepared to help defuse any scepticism 

customers may have about the project actually being free.  

Details Incorrect Letters  

Occasionally when a customer applies to the project they forget to provide a contact 

number or the contact number supplied is incorrect when attempted.  In these instances, 

the customer record is logged as ‘details incorrect’ which generates and sends a letter 

from the CMS to the customer’s address (Appendix H).  This letter advises the customer 

that the project has received their application but are unable to contact them and 

requests that the customer contacts the office directly.  Once they have called in, the 

details are confirmed and filled in correctly within the CMS. 

Unable To Contact Letters 

If a customer has applied to the project and provided a contact number, the customer is 

called a maximum of three times to book an appointment and if no contact is made, a 

message is left on the last attempt.   

To ensure the best chance of turning applications into appointments, the CMS generates 

an ‘unable to contact’ letter (Appendix I) which gets sent to the customer informing them 

that the project has received their application to participate but have been unable to 

reach them to book an appointment.  This letter also advises the customer that the 

project is only running for a limited amount of time and to contact the contact centre to 

avoid missing out.  The unable to contact letter was designed to re-engage these 

customers and ensure an appointment was booked wherever customers show interest in 

participating. 

Groundwork Engagement Stalls 

To help promote the WTA, ESW employed Groundworks to undertake a range of stalls 

throughout August and September in high footfall areas.  The anticipated locations 

included the town high street, local supermarkets and local council civic offices.  Based 

on previous experience these would provide an avenue for customers to be reminded of 
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the project, speak to someone directly and have any of their concerns about the project 

being legitimate and free alleviated.   

Stalls made use of various devices for customers to look at in closer detail and to help 

advisors explain the scope of the project.  When customers were successfully recruited, 

a bespoke application form was completed (as shown in Appendix N) to be forwarded 

on.  These completed forms were sent by express delivery at the end of each day to 

enable the contact centre to promptly ring customers and arrange a suitable 

appointment.   

Recommend a Friend Scheme 

Results from the research undertaken during Phase 9 proved inconclusive with no clear 

majority for the favoured approach.  For this phase, eight incentive groups were derived 

consisting of seven financial incentives for differing requirements and one control group.  

In addition to the previous approaches used to promote the scheme, a flyer containing 

details was also included within the invitation pack. 

To receive their financial incentives, some customers were required to have an 

appointment and later recommend a friend while other groups could earn their incentive 

for recommending a friend without the need to participate.  These incentives ranged 

from £5 to £50 and can be seen above in Table 4 in more detail.  

It remained that only customers within the project area or close surrounding area could 

be recommended and included.  This was to ensure that only customers within a 

sensible distance were included to save unnecessary journey times. 

Whole Town Approach 

The concept of the WTA had been developed in earlier phases to focus all water 

efficiency activities on a specific area or town.  These activities include the H2eco 

domestic audits, school audits and educational sessions and business audits for local 

companies.  

It was hoped that through this combined approach, the overall awareness of the project 

and its benefits would be widely known.  This hoped to result in an increased 

participation rate across all of the water efficiency activities within Grays.  

Each activity within Grays was also able to benefit from the WTA’s joint advertising 

through mediums such as local radio and local press. 

Council recruitment letter 

Further to recommendations from previous projects ESW engaged with Thurrock 

Council (the local council) to promote the benefits of H2eco prior to mailing their tenants.  

The council were shown the range of devices that the H2eco project offers and an 

example of the service to gain their approval for the works. 
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This approval meant that council customers could freely participate without concerns of 

liability over changes to the property that they do not own.  

These customers were also sent a second invitation letter which was co-branded and 

co-signed by both ESW and Thurrock Council to ensure customers understood that the 

council supported the project and that they were able to participate.  An example of this 

letter can be seen in Appendix T. 

2.4.6 Appointment Scheduling  

After a customer response was received the customer was opted in (or out if requested) 

of the project and an appointment could be scheduled.  In order to arrange an 

appointment the contact centre confirmed the name, address and best contact number 

for customers.  These details were then saved for any further contact communications 

undertaken with the customer throughout the duration of the project.   

Customers are also asked to confirm whether they would be happy to receive 

appointment confirmation in the form of an SMS text message or through email rather 

than a postal letter.  These options reduce the use of paper and in many cases (as seen 

through previous phases) are welcomed and often expected by customers. 

A series of survey questions and information were required to be supplied before making 

an appointment that provided the plumber with information about the property, satisfied 

certain health and safety requirements and helped with reporting any trends for those 

that participated. 

The series of survey questions involved confirming the following: 

 Number of and flush type of toilets 

 Number of and type of showers 

 Number of occupants and where disclosed, age groups 

 Property type and age 

 Ownership of the property (to account for any liability during fitting of the dual 

flush device) 

 Any relevant parking information 

 If the customer would like a password to confirm it is a Mouchel operative visiting 

The contact centre staff were also required to ensure the customer was aware that: 
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 If a property is tenanted, permission was required from the landlord before the 

dual flush device could be installed 

 The water butt is not delivered by the plumber and may take up to 6 weeks to 

arrive (where ordered) 

 The hose gun and water saving crystals are not installed by the plumber 

 Pets must be kept out of the plumbers working area for the plumbers’ and 

animals safety 

A complete list of appointment screening questions is seen in Figure 15. 
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Figure 15 CMS Application Questions 

  

The appointment process and parameters in the CMS were designed to mirror that used 

by ESW for ease of input and transfer of data.  On completion of these survey questions 

the available appointment dates and time slots would be available to offer the customer.  

The working day was set out in the following time slots: 

 Morning:  08:00 – 13:00 

 Afternoon:  13:00 – 18:00 

 Evening:  18:00 – 20:00  
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In addition to these times Mouchel offered preferred or guaranteed times if these slots 

were inconvenient or too vague for a customer due to work or other commitments.   

Guaranteed time slots were a two hour appointment window that the plumber must 

arrive during, for example, between 08:00 and 10:00 or 15:00 and 17:00.   

Preferred times were a guideline for the plumber to help them find the customer at home 

at the most suitable time possible.  These time slots were offered to customers who did 

not require a guaranteed timeframe but needed one shorter than the five hours offered, 

for instance, between 09:00 and 13:00 for customers who undertake the school run.  

These times would be adhered to wherever possible but were not guaranteed with the 

customers. 

Booked appointments are then scheduled to the plumbers PDA using the MWM system 

with any notes, preferred or guaranteed times displayed.   

2.4.7 Appointment Approach 

A qualified plumber attended customer appointments and had several key 

responsibilities as representatives of Mouchel and ESW: 

 To deliver excellent customer service 

 To promote the message of water efficiency effectively 

 Fitting appropriate water saving devices wherever possible 

 To maximise water saving 

 To record all relevant data accurately 

Plumbers were provided with fully liveried vans, branded uniforms, Mouchel and ESW ID 

badges and a PDA connected to the MWM system.  On a daily basis, the scheduled 

jobs are available on each plumber’s PDA with the relevant appointment information.  

Plumbers can select an appointment they wish to progress to and indicate that they had 

started travelling to the appointment, that they’d arrived or had started the appointment 

as appropriate. 

Customers would be visited once within their booked appointment time but where time 

allows, plumbers would attempt to revisit up to three times within the timeframe if a 

customer was not in.  If this was the case and the customer could not be contacted, a 

missed appointment card (Appendix M) was left at the property indicating they had 

missed their appointment and instructing them to call the contact centre to rebook.   
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Upon arrival at an appointment where the customer is home and ready to undertake the 

appointment, the following procedure was adhered to: 

 Knock on customer’s door, provide identification and where requested, state 

customer’s password. 

 Before entering the property, enquire about pets in the household and offer to 

wear shoe covers. 

 Enter the customer’s premises and explain the project. 

 Work through the high engagement script and explain more details where 

requested. 

 Read customer’s meter (where applicable). 

 Deploy dye capsules into all suitable toilets. 

 Assess the property to determine which devices could be installed. 

 Explain the purpose of each product and provide instructions and demonstration 

on how to use products. 

 Consult customer on which products they are eligible for and could be fitted. 

 If any devices cannot be installed, explain to customer restrictions preventing 

installation and offer a suitable alternative. 

 Examine dye capsule results to test toilets for leaks.  If a leaking toilet is 

identified then demonstrate the leak to the customer and confirm the leaking 

toilet assessment and repair process. 

 Record all product installation data including cistern measurements, flow rates, 

flush volume rates, leak details and photographs.   

 Review and deliver non plumbing items such as a trigger hose gun, water 

crystals, children’s packs, water butt order request and additional information 

pack. 

 Explain the recommend a friend scheme (as applicable) and the satisfaction 

survey. 

 Obtain customer’s signature on PDA and complete product guarantee card (as 

appropriate) to conclude appointment. 
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To complete all of the various aspects of this methodology the plumbers carried a variety 

of products and media as seen in Section 2.4.7.1 and Section 2.4.7.2. 

2.4.7.1 Site Media 

All plumbers had various media referencing the H2eco project and its water saving 

messages.  These items were designed to: 

 Promote continued awareness and behavioural change during and after the 

appointment. 

 Collect feedback from customers about the project and plumber. 

 Promote the project and their experience to engage further customers. 

 Provide further information and warranty details about products. 

The site media is looked at in further detail below; 

‘Recommend a Friend’ Cards 

At the end of an appointment the plumber issued the customer their specific recommend 

a friend card which would have their unique property reference number written on it.  

This card provided the customer information regarding their incentive and the 

requirements.  The plumbers also carried a local area map to help explain the reaches 

of the project to ensure customers were recommending friends within the correct area. 

The relevant eight recommend a friend cards can be seen in Appendix L. 

Guarantee cards 

Every customer who completed an appointment had a 3 month warranty from the day of 

their appointment on all devices installed or services completed.  A guarantee card 

(Appendix K) was given to customers by the plumber with the date of the appointment 

and the products that they had fitted for their records.  The card also had the project 

telephone number so that customers could easily contact the project if they were 

experiencing any problems with devices. 

Isolation Valve Tags 

If a plumber was unable to install a product to a customer’s tap then they would inspect 

the supply pipe for an isolation valve which could be adjusted to reduce the flow of 

water.  If this was completed then an information tag (Appendix V) was fitted to the 

adjusted valve indicating where the plumber had set the valve to achieve the reduced 

flow.  This supplied the customer with a reminder of where to set the valve in future if 

they were required to fully open or close the valve during any plumbing work to maintain 

their saving. 
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High Engagement Script 

In an effort to engage customers on the message of water efficiency, ESW provided a 

high engagement script incorporating ten key messages to be conveyed to customers 

during the appointment by the plumber.  These messages include tips for saving water 

which customers could easily incorporate into the household routine.  These messages 

were: 

 Average daily use of water by each UK resident  

 Take shorter showers 

 If possible take a shower not a bath 

 Use a bowl or the spray function on tap inserts for rinsing vegetables  

 Turn off the tap when cleaning your teeth 

 Use a plug in the washbasin for personnel washing 

 Use a water butt or water storing crystals for the garden 

 Repair dripping taps 

 Use a washing up bowl when hand cleaning dishes or pans 

 Recommend a friend to increase water saving awareness 

The complete High Engagement Script as supplied to plumbers can be viewed in 

Appendix J. 

Additional Info Pack 

At the conclusion of the appointment, customers were given an information pack which 

contained product information sheets and a satisfaction survey (Appendix P).  The items 

in this pack provided customers with reference documents and were designed to 

reinforce the ethos of water efficiency through a few key messages with supporting 

information: 

 Water efficiency tips for the garden 
 

 Saving carbon and recycling 
 

 Refurbishing your bathroom  
 

 Buying a new washing machine or dishwasher 
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Leaking Toilet Guarantee Card 

If a toilet repair was undertaken following the identification of a leak during an audit, then 

an additional guarantee card (Appendix S) was issued following the completion of the 

repair work.  Similar to the product guarantee card this warranty period was for three 

months and the plumber would record on the card details of both the date of completion 

and any works undertaken.  The card also had the project telephone number written on 

it so that customers could easily contact the project if they were experiencing any further 

issues. 

 

2.4.7.2 Products and Services Offered 

The variety of products selected for the project were chosen with the intention that a 

simple, easy to fit water saving device could be installed in every area of the home to 

almost every water using fitment.  Each product should be accessible, easy to install 

(even for customers) and maximise water saving with little effort.  The impact of the 

devices and easy installation should also encourage customers to recommend the 

products to friends and neighbours as a reflection of their positive experience. 

Table 6 summarises the products and services available to customers as advertised in 

the introductory pack.  Some of these devices required the plumber to fit them at the 

time of the appointment while others such as the trigger hose gun and water crystals 

were given to customers during the appointment for use at their convenience.   

Table 6 Products and Services Offered 

Area Product Limit per property 

Children Children’s Pack No limit 

Garden 

Crystals 1 packet  

Water Butt 1 per property 

Hose Gun 1 per property 

Toilets 

ecoBETA (dual flush) 1 per toilet 

Save-a-flush 1 per toilet 

Existing Dual Flush Configuration  1 per toilet 

Leaking Toilet Repair 1 per toilet 

Taps 

Kitchen Tap Insert No limit 

Tap Inserts No limit 

Isolation Valve Adjustments No Limit 

Tap Re-washer No limit 

Showers Inline Adaptor No limit 
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Area Product Limit per property 

Aerated Showerhead No limit 

Shower Timer No limit 

Other 

Bath Measure 1 per property 

Basin Plug No Limit 

 

It was identified during an earlier phase that there was a rare but apparent risk that 

some tap adaptors and inserts on certain water systems could be in direct breach of 

water regulations (‘Water Supply (Water Fittings) Regulations 1999’) and create a risk of 

cross contamination.  It was determined that on unbalanced systems (where the 

pressure of the hot and cold supply differs), tap adaptors or inserts could not be installed 

if the tap outlet was a dual supply (i.e. kitchen swan neck tap) without directional flow 

check valves.  Plumbers had to be briefed in order to carefully assess each property and 

fitment and ensure that these regulations were not breached when selecting the most 

suitable product to offer a customer. 

Further information on these products is provided below and was supplied to customers 

in the introductory booklet Appendix C. 

Children’s Super Splash Hero Activity Pack 

These packs are suitable for children aged between 5 and 10 and aimed to educate 

them on the significance of water as a precious resource and the importance of saving 

water in the home.  The children’s activity pack contains: 

 A Super Splash Hero face mask 

 Water saving mission objective activity chart with stickers 

 Informative water saving fact booklet 

 Toothy timer 

  Removable transparent transfers for showering units and basin sinks helping to 

raise awareness regarding turning the tap off when brushing teeth and reducing 

shower times.   

These kits could be offered to customers who had children themselves or had 

grandchildren outside of the area who would make use and enjoy the pack. 

Water Crystals 

The water crystals are used by mixing with soil or potting compost in pots or hanging 

baskets.  They work by absorbing water and then slowly releasing moisture as the plants 
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require it.  As less water drains through the plant pot, less frequent watering is required.  

The water crystals were provided as pre-packaged sachets, each sachet being sufficient 

for one average sized plant pot or hanging basket.  There were instructions for use on 

the pack which were highlighted to the customer when the products were delivered.   

Water Butt 

The water butts are supplied and delivered by an approved third party supplier, Straight 

PLC.  For phase 11 two sizes of water butt were made available, either a 190 litre or 100 

litre which came with a stand, child-safe lid and either a down pipe diverter kit or a 

linking kit to join to an existing water butt.  To minimise the risk of a water butt being 

ordered and not used, the plumbers had to view and take a picture of either a down pipe 

or another water butt they could be attached to.  The size was determined by customer 

preference or plumber recommendation.   

Customer orders were entered into the PDAs and a weekly order report was generated 

and sent to Straight PLC.  The water butt was delivered to the customer approximately 3 

to 6 weeks after the order was placed and due to this the customer was required to 

arrange fitting the water butt themselves.  All customers were advised of this while 

booking their appointment to avoid confusion or expectation.   

Hose Gun 

The trigger hose gun is an attachment that fits onto the end of a hose and allows the 

flow of water to be stopped (via a gripped lever built into the handle) instantly when in 

use.  The hose gun has five different settings which are changed by twisting the end of 

the spray head offering alternative spray patterns and a catch to keep the lever 

depressed when continuous flow was required.   

This device also required proof that it would be used by the customer in order to 

minimise wasted products by supplying a picture of an outside hose.  The customer was 

left the trigger hose gun to attach and use when required.   

ecoBETA 

The ecoBETA is a retrofit plumbing product used to convert single flush toilets into dual 

flush toilets.  The product is WRAS (Water Regulations Advisory Scheme) approved and 

works by interrupting the siphon and introducing air into it when the handle is pressed 

and released.  The ecoBETA clips to the side of the siphon and a small pipe is fitted to a 

hole drilled into the top of the siphon.  If the toilet is flushed and the handle held down, 

the full volume of water in the cistern is delivered and the ecoBETA is bypassed, if 

flushed and released quickly, a reduced volume of water is delivered. 

There are some limitations to the type of cistern and siphon that the ecoBETA can be 

fitted to.  The cistern needs to be low level (not the older style overhead cistern), the 

flush handle had to be positioned on the front of the cistern but could be on either the left 

or right (flush handles positioned on the side or push button flushes were not 
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compatible).  The cistern also needs to be of a standard depth (front to back), not 

slimline, to allow the ecoBETA enough room to function without the ball valve arm 

becoming obstructed. 

When an ecoBETA was able to be installed, plumbers collected a number of 

measurements to assess the amounts of water used when a full flush and the new half 

flush option was used to calculate the saving per use. 

Dual Flush Compatible Siphons 

Where customers had existing dual flush siphons installed in their toilets but they had 

not been set up, the plumbers were able to configure these to flush more efficiently.  

When configuring an existing siphon to a dual flush, plumbers would collect the same full 

and half flush measurements as collected when fitting an ecoBETA to assess savings. 

Save–a-flush 

The Save-a-flush bag is a cistern displacement product that swells to a 1.2 litre capacity, 

reducing each subsequent flush by that amount.  The Save-a-flush was not suitable for 

toilets with a flush volume of less than 7 litres to avoid reducing the flush below an 

effective flush volume.  Although the Save-a-flush did not require any plumbing to fit the 

product it was decided to include it in the items fitted by the plumber to ensure suitability 

and correct installation.  The bag was usually positioned on its end between the siphon 

and the outside wall of the cistern to ensure the maximum amount of water was 

displaced to maximise savings.   

Eco-Flow Tap Adaptor 

The kitchen tap insert used was the multi directional aerator attachment called the Eco-

Flow tap adaptor.  The adaptors were installed by plumbers and could be fitted to a 

combined hot and cold outlet in either the kitchen or utility room where it does not 

breach any water regulations.  The customer could alter the flow from the adaptor 

between aerated or spray by pulling the end of the adaptor.  The aerator kit contained 

several adaptor rings which allowed the aerator to be fitted to most taps and two colours 

were available to customers, either black or white.  The flow rate in litres per minute was 

recorded before and after fitting to allow calculations to be made on the water saving 

capability of the product.   

Tap Inserts 

A variety of tap inserts were used to reduce the flow of water through the tap.  Based on 

experience from previous studies a selection of products were chosen based on their 

size, type of fitting and level of flow reduction.  More information about these products 

can be seen below. 

 TapMagic: The TapMagic device works by restricting flow to a fine spray for hand 

washing but it can be bypassed when the tap is turned on fully.  These inserts 
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are designed to either replace the original tap insert or retrofit existing non 

restricted devices and use a diaphragm valve to restrict the flow rate.   

 Tandrup D9-WS: The Tandrup D9-WS insert restricts the tap to a constant water 

flow regardless of the water pressure and how far the tap is opened.  At a 

pressure of 0 bar the O-ring is not affected but as the pressure increases, the O-

ring is compressed around the core and so the passageway is restricted.  These 

inserts are designed to replace the existing tap insert and do not aesthetically 

change the taps appearance. 

 NeoPerl: As with the Tandrup D9-WS, the NeoPerl insert restricts the tap to a 

constant water flow regardless of the water pressure and how far the tap is 

opened.  The subtle difference between the NeoPerl and the Tandrup D9-WS 

insert is that the NeoPerl can be fitted within an existing collar on the customers 

tap.  This means that the tap colour and style did not affect the NeoPerls 

suitability.  For customers whose taps had damaged or leaking chrome collars, 

the Tandrup D9-WS can be used. 

Having this selection of inserts greatly improves the compatibility of customer’s taps with 

the products available.  In a lot of cases it gave the plumber an option of two or more 

devices differing in style, flow and functionality that the customer could choose between. 

With all devices, the flow rate in litres per minute was recorded before and after fitting to 

allow calculations to be made on the water saving capability of the product.   

Tap Isolation Valve Adjustments 

For phase 11 the additional service of adjusting customer isolation valves was trialled to 

attain additional savings where products could not be installed.  Plumbers could simply 

reduce the supply flow by adjusting any existing isolation valves for tap outlets.  As with 

other tap products the flow rates before and after the adjustment were demonstrated to 

the customer and recorded.  Isolation valve tags were also fitted on or around the 

adjusted valve to indicate where the adjustment had been set to.  This option was hoped 

to be a cost effective means of attaining additional savings wherever possible. 

With other tap related products, the flow rate in litres per minute was recorded before 

and after fitting to allow calculations to be made on the water savings achieved.    

Tap Repairs 

A tap washer replacement service was offered to repair leaking taps.  The service 

involved refitting washers, repairing the washer seat (reseating) or replacing the tap 

gland if required.  Replacement of the tap glands for ceramic disc style taps were not 

undertaken as it was deemed to be inefficient on cost.  This service was restricted to 

taps where the work could be completed without extensive repair or causing damage to 

the surrounding area and included any externally dripping taps. 
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Utilising a specialist drip cup, wherever possible, the leak or drip from a tap was 

collected to estimate the existing water wastage before the repair was undertaken. 

Aerated and Regulated Showerheads 

For the duration of the project four showerheads were offered to suit different customer 

preferences and bathroom styles: 

 Challis Aquiv8 615 – A chrome and grey coloured aerated head that offers a flow 

rate of 8 litres per minute on most systems and used extensively on previous 

phases. 

 Mira Nectar Eco Single Spray Showerhead – A chrome coloured regulated 

device which proved very popular during previous phases due to its design and 

reputable brand.  It has a newer more modern design capable of regulating flows 

down to 6 litres per minute on most systems. 

 Flowpoint Eco – A regulated chrome and white rectangular shaped head that 

reduces the flow rate to 8 litres per minute on most systems.   

 Typhoon (Aquair) – A modern regulated design in chrome and white capable of 

reducing the flow rate to 7.6 litres per minute on most systems. 

These units are all designed to inject air (aerate) into or regulate the flow of the shower 

respectively.  This gives the feeling of a similar or more powerful flow but uses less 

water.  All showerheads were fitted after checking the suitability of the shower as the 

showerheads were not suitable for either electric or pumped showers.  The existing 

showerhead was removed and left with the customer in case they wanted to revert it 

back at any point after their visit.  The flow rate in litres per minute (lpm) was recorded 

before and after fitting to allow calculations to be made on the water saving capability of 

the product.   

It was decided that the showerhead should not be fitted to showers with a flow rate less 

than or equal to 7.5 lpm and if the installed device reduced the flow rate below 5 lpm it 

should be removed and the original reinstated.   

Savings could be achieved with showers outputting less than 7.5 lpm, however they 

were marginal (usually less than 2 lpm saved) and therefore deemed not economical. 

Where showers were leaking through the base of the showerhead, new washers were 

installed to ensure a tight seal between the showerhead and shower hose. 

In-line Shower Regulator 

The in-line shower regulator reduces the water flow, decreasing the amount of water 

used whilst maintaining the force of the shower flow.   
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Installation of the in-line regulator performs a similar function to the aerated showerhead, 

except, that the customer kept their existing showerhead in place.  The flow rate in litres 

per minute was recorded before and after fitting to allow calculations to be made on the 

water saving capability of the product. 

Shower Timer  

This is a visual reminder to the customer to reduce the amount of time spent in the 

shower.  The timer was an hourglass style with a suction disc to attach to bathroom 

surfaces. 

Plumbers were actively explaining the potential savings from the use of shower timers 

and adaptors and in many cases breaking this down into monetary values.  This helped 

engage the customers and show the real benefit of combining the products with a 

behavioural change. 

Basin Plug 

Plumbers carried spare transferable basin plugs that could be supplied to customers 

who did not have existing plugs in their sinks.  In addition the basin plugs were also 

offered as travel plugs for customers to use when away from home in the hope of 

maintaining the customer’s water saving awareness and reduce wastage either in the 

UK or abroad.  

Bath Measure 

Plumbers carried a bath measure product that could be supplied during appointments.  

These devices helped customers determine how much water they are consuming when 

they run their bath, contained energy saving information and a water temperature gauge. 

Leaking Toilet Test 

Plumbers deposited dye capsules into all accessible toilets within properties to identify 

any leaks.  These capsules dissolve in the cistern turning the water blue and after a five 

minute period if any of this dye was visible within the toilet bowl or surrounds, it was 

confirmed to be leaking.  

As plumbers were not supplied with the extent of equipment required to repair all types 

of toilets, they collected information surrounding the leak, the type of toilet, type of 

syphon and in their judgement what is required to stop the leak.  These details were sent 

back with the job information to be reviewed by management who would assess the 

practicalities of a repair and contact the customers to confirm. 

2.4.8 Leaking Toilet Repair Appointment 

When a leaking toilet was identified during an appointment visit the information was 

reviewed by management to ensure the repair is both economical and practical to repair 

within the scope of the project. 
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The information and photographs were first reviewed by Mouchel management and the 

lead plumbers and then provided to ESW to confirm the proposed actions. 

Where it was determined that a leak was unrepairable as it was uneconomical (i.e. need 

to change the entire toilet), inaccessible (i.e. concealed pipework) or outside of the 

project scope, the customer was contacted to explain.  To ensure customers were 

provided as much assistance in repairing the toilet by their own means as possible, the 

plumber’s expert judgment was supplied explaining in detail all of the parts required and 

process of repair.  This helped customers ensure that when they contacted a third party 

plumber they knew the extent of the works to ensure they received a competitive price. 

When a toilet was provisionally determined as repairable, the contact centre called 

customers, explained the extent of the required works and arranged a mutually 

convenient date and time for a plumber to attend.  The plumber would ensure any 

equipment required to undertake the repair was available on his vehicle prior to this 

appointment date.  A plumber then attended the appointment, collected additional 

information about the toilet and type of leak (i.e. through the overflow, letting by the 

doughnut washer, etc.), completed the repair and issued the customer a toilet repair 

guarantee card (Appendix S) to cover any subsequent remedial work for a three month 

period. 

2.4.9 Remedial Appointments 

Issues resulting from the installation of devices, services provided or customer’s fitments 

can present themselves and may require a remedial visit to a property to resolve issues.  

All of the products available are potentially subject to fault but this has consistently 

shown to be a relatively low percentage and with a limited variety of causes.   

If a customer does report an issue following their appointment there is a swift escalation 

and the job details are assessed.  Where customers are within warranty and the fault is 

related to the completed works, a suitable time and date is arranged for a member of the 

plumbing team to attend the property. 

A 24 hour emergency call centre was implemented to ensure that if an out of hour’s 

emergency did arise (such a damage from a leaking toilet) the customer could speak to 

a representative who would pass details onto the designated manager.  The contact 

information for this out of hour’s emergency team was relayed on the pre-recorded 

answerphone message heard through the 0800 number when the office was closed.   

The remedial procedure itself is designed to be time efficient and sensitive to the 

customer as a swift resolution is essential to ensure customer satisfaction.  The reasons 

for remedial visits are broken down into four category types once assessed by the 

plumber completing the remedial work as follows; 
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Plumber related 

Plumber related remedial issues are the result of products being installed to fitments 

where they may not actually be suitable or products not being installed and tested to the 

required level (such as flush volumes not being fully tested after the installation of a dual 

flush device). 

Customer related 

Customer related remedial visits are the result of customers asking for products to be 

removed if they are not happy with either the performance or the aesthetic look after a 

period of time. 

Product related 

Product related remedial visits are the results of a malfunction or poor performance of a 

product that requires a replacement or complete removal.  

Unclassified 

Unclassified remedial issues are revisits that cannot be attributed directly to any of the 

above three options.  These include faults that occur within customers properties and 

water systems that are unrelated to the appointment itself but required a return visit for 

an inspection. 

 

2.4.10 Surveys 

In order to ensure the best possible service was given to ESW’s customers, several 

surveys are provided that offered vital feedback to ESW, project management, plumbers 

and contact centre staff.  These surveys encouraged customers to review the project 

process and think about how the products installed could save them water.  These 

surveys are discussed below; 

Satisfaction Survey 

The satisfaction survey was enclosed in the additional information pack delivered to 

customers by the plumber during their appointment.  The survey included questions 

which focused largely on the customer service experience, such as the quality of service 

received while booking an appointment and level of service supplied by the plumber.  

The survey also asked if customers found the invitation letter and booklet informative, 

clear and useful in explaining the project, ways to apply and the products on offer. 

Completed forms were returned directly to ESW in business reply envelopes included in 

the pack.  Any complaints or issues highlighted by customers in these forms were sent 

directly to be addressed and actioned if required.  The results of these surveys can be 

seen in Section 3.4.1. 
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Follow Up Survey 

A follow up survey was sent to all customers who had completed an appointment during 

phase 11.  The survey and its questions were designed by ESW to highlight areas of 

improvement for future phases, incorporating customer suggestions and determining 

which products customers favour and find most useful.  

Each survey was specific to that customer and their appointment by tailoring the product 

questions to only ask for feedback on the particular devices they had fitted. 

The questions were posed in a variety of formats, allowing customers to rate 

performance of certain areas of the project and a number of open questions were also 

used to allow customers to make suggestions for improvements. 

Responses to the follow up survey were sent back to ESW in a supplied pre-paid 

envelope and entered by their team onto a database.  ESW were responsible for 

collating the details of the survey for analysis and creating a report on the findings.  See 

Appendix O for an example of this survey. 

The survey data is also essential in raising any issues relating to the fitting of products 

which were also addressed by offering customers, still within their warranty period, a 

remedial appointment on receipt of their feedback. 

Post Appointment Telephone Audit 

Telephone audits were carried out on a selection of completed customer’s 

appointments, once the PDAs appointment data had been received.  These were 

randomly selected and passed across to the contact centre to be called to confirm the 

details. 

This process had been set up with specific questions to ask a customer after their 

appointment as to whether: 

 The plumber had followed correct protocol. 

 The customer had received all of the products specified on the PDA. 

 The plumber has explained why they were unable to fit other products. 

 The plumber explained the recommend a friend scheme and their relevant 

incentive (if applicable). 

 To ascertain an overall rating from the customer on the appointment experience. 

Feedback gathered from the telephone audits was discussed with the plumbing team 

during their weekly brief.  If any serious issues were discovered, these were addressed 

immediately with the individual or team. 
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2.4.11 Reporting 

To report on specific areas, advance orders and see the overall progress and 

performance of H2eco phase 11, a wide range of reports were created and made 

available through the project.  All reports were generated by project management 

regularly as specified by ESW but could also be produced at any point, with up to date 

data, as and when required.   

Daily and Intraweek Reporting 

Examples of reports run and sent daily were: 

 The ‘Plus2’ report which was sent to ESW daily to report all contact made by 

Mouchel with customers for the previous day. 

 Appointment confirmation letters due for customers who have a booked 

appointments in the next 4 to 7 days. 

 Appointment reminder SMS text messages and emails for customers who have a 

booked appointment the following working day and opted to have an SMS text 

message or email rather than a letter. 

 Appointment confirmation SMS text messages and emails to provide customers 

who booked appointment that day confirmation of the booking details. 

Weekly Reporting 

Examples of reports run weekly include: 

 A ‘Water butt order’ report which is sent directly to Straight PLC to process 

recently ordered water butts. 

 A ‘Name change’ report which shows customers who have changed their billing 

name when applying for the project.  ESW then confirm the change with the 

customer and update the billing details. 

 A ‘Water saving kit’ report which shows which customers have ordered a water 

saving kit and the products they’ve requested.  Please note, this is for customers 

who are unable to take part due to the dates of the project or their locality. 

 A ‘Recommend a friend’ report that showed customers who had recommended a 

friend and had since successfully completed an appointment.  This was modified 

for phase 11 to only supply vouchers based on the incentive due through the 

research. 
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 A ‘Leaking toilet’ report identifying newly reported leaking toilets requiring 

assessment and updates for the progress of toilets for which repairs were 

already confirmed.  

The most notable report was the ‘Weekly report’ which was particularly key for both 

Mouchel and ESW in order to follow the project progress in detail.  This was sent to 

ESW weekly but could be and was often run at any point during the week for reference.  

An example can be seen in Appendix Q and it summarises: 

 The number of applications received 

 The number of appointments booked and completed 

 Number of types of applications and how many calls were made and received 

 Fitted products for stock analysis 

 Running total of metered savings 

 Running total of Ofwat assumed savings 

 

Real Time Management Reporting  

In addition to static reporting, Mouchel were able to utilise dynamic reporting to track 

daily performance by individuals or as a team.  This is particularly useful as access to 

this level of detail continually proves to be valuable in maintaining quality and a high 

level of customer service.  These reports have proactively helped reduce the potential 

for errors and complaints.   

A variety of these reports were utilised by the project team to analyse and monitor 

project performance, particularly in relation to SLAs and the project aims and objectives.  

These included reports for application and appointment booking rates, monitoring of 

stock, SIM compliance and staff performance. 

Figure 16 details to project management the average Ofwat saving of each plumber and 

in Figure 17 management could monitor the plumbers score from telephone audits (out 

of 5). 
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Figure 16 Staff Saving Performance Report 

 

 

Figure 17 Staff Survey Feedback Report 

 

 

Final Report 

A final project report (this report) is submitted by Mouchel to ESW at the end of an H2eco 

phase once all data has been collected.  The report aims to walk the reader through the 

purpose of H2eco, to summarise the project approach, the results achieved and evaluate 

the project phase from start-up to completion.  Along with documenting the findings, it 

aims to highlight what was successful and lessons learned in order to present 

recommendations and customer feedback to continually improve H2eco throughout 

future phases. 
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2.5 Water savings 

Calculating water savings is a crucial part of the project as it demonstrates whether the 

project has been successful in achieving the set objectives.  There are 3 different 

methods used to calculate the project water savings which are discussed in detail in the 

following sections. 

2.5.1 Ofwat Assumed Savings 

Although Ofwat assumed water savings are no longer reported since water companies 

now must demonstrate actual measured reductions in demand, H2eco has continued to 

utilise this assumed calculation for the comparability of phases. 

As seen in Table 7, the following saving types are attributable to the individual products 

offered during an appointment.  Each saving type has an assumed litre per day saving 

attributed depending on whether one or more and in some cases two or more products 

are installed.  

Table 7 Product Saving Type and Litres Attributable 

Products Saving Type 

Saving for 1 or 

more (assumed 

litres per day) 

Saving for 2 or more 

(assumed litres per 

day) 

Basin Plug N/A   

Bath Measure N/A   

Children Pack N/A   

Crystals Crystals 0.5  

Hose Gun Hose Gun 2  

Shower - Washer Replaced N/A 

 

 

Shower Timer Shower Timer 2.5  

Shower - Inline Adaptor Shower Aerator 30  

Showerhead - Aquair Typhoon Shower Aerator 30  

Showerhead - Challis Shower Aerator 30  

Showerhead - Flowpoint Shower Aerator 30  

Showerhead - Mira Shower Aerator 30  

Tap Aerator D9-WS Tap Aerator 18 36 

Tap Eco-Flow Adaptor Black Tap Aerator 18 36 

Tap Eco-Flow Adaptor White Tap Aerator 18 36 

Tap Neoperl Tap Aerator 18 36 

Tap TapMagic  Tap Aerator 18 36 

Tap Isolation Valve Adjustment Tap Aerator 18 36 

Tap Repaired Tap Repair 12 24 

Tap Gland Replaced Tap Repair 12 24 



Essex & Suffolk Water 

Water Efficiency Retrofit Project 

 

 

 

 Mouchel   65 

Final Issue 1: January 2016 

Tap Washer Replaced Tap Repair 12 24 

Toilet Dual Flush Siphon Toilet Dual Flush 30  

Toilet ecoBETA Toilet Dual Flush 30  

Toilet Ex Dual Flush Adjusted Toilet Dual Flush 30  

Toilet Save-A-Flush Toilet Save-A-Flush 12.5  

Toilet Leak Repair Leaking Toilet Repair 200  

Waterbutt Normal (200L) Water Butt Normal 3.12  

Waterbutt Slimline (100L) Water Butt Slimline 1.64  

 

A few examples of how these are calculated is as follows:  

 If a property has two TapMagics and one Eco-Flow adaptor installed, the 

attributed saving is two or more ‘Tap Aerator’ types, therefore saving the property 

an assumed 36 litres per day. 

 If a property has two ecoBETAs installed, there is only a saving attributed to one 

or more ‘Toilet Dual Flush’ types, therefore saving the property an assumed 30 

litres per day. 

 If a property received an inline shower adaptor and has a leaking toilet repaired, 

the property is assumed to save 230 litres per day, accruing 30 litres from a 

‘Shower Aerator’ saving and 200 litres from a ‘Leaking Toilet Repair’ saving.  

 

2.5.2 Calculated Savings 

The calculated savings use property specific data from measurements collected during 

appointments, product specific details from manufacturers and data backed 

assumptions.  This provides a saving associated to the work completed at all properties 

and allows for a calculation of savings at unmetered properties.   

The calculated water savings were determined from flow rates and reduced 

measurements for each product installed at each property.  This enabled the total saving 

per property to be derived from the savings across installed products.  Some of the key 

product savings and assumptions can be seen below; 

ecoBETA, Adjusted Existing Dual Flush and New Dual Flush Siphons 

Internal dimensions of the toilet cistern were collected at each property as well as the full 

water depth and depth when using the reduced flush.  These measurements were used 

to calculate the volume of water in the cistern and how much would be released on a ‘full 

flush’ and a ‘half flush’.  The average toilet volume in each household was then 

multiplied by the occupancy (where supplied by the customer) and an average of 5 



Essex & Suffolk Water 

Water Efficiency Retrofit Project 

 

 

 

 Mouchel   66 

Final Issue 1: January 2016 

flushes per person per day, of these 3 will be a full flush and 2 a half flush (sourced from 

ESW micro component studies). 

Leaking Toilets 

Where a leaking toilet was detected and repaired, an estimated leak rate of 200 

litres/toilet/day was applied. Taking into consideration findings from previous leaking 

toilet research, ESW agreed a conservative 200 litres/toilet/day should be used to 

estimate the water loss when a leaking toilet is detected and repaired.  Based on the 

research, it was also assumed that 10% of toilets would be leaking.  

Aerated and Regulated Showerheads 

Where a showerhead was fitted, flow rates were taken before and after installation 

enabling the reduction in flow rate to be calculated and converted into a saving of litres 

per shower.  This was then multiplied by the number of occupants in the property (where 

supplied by the customer), the average number of showers per day of 0.56 and the 

average duration of a shower which is 6 minutes (as determined by previous ESW water 

efficiency studies).   

In-line Shower Regulator 

Where a regulator was fitted, flow rates were taken before and after installation enabling 

the reduction in flow rate to be calculated and converted into a saving of litres per 

shower.  This was then multiplied by the number of occupants in the property (where 

supplied by the customer), the average number of showers per day of 0.56 and the 

average duration of a shower which is 6 minutes (as determined by previous ESW water 

efficiency studies). 

Tap Repair 

When a tap was repaired a drip rate was measured (where practicable) using a 

specialist measuring beaker.  Where an actual measurement was not taken, for 

example, where a tap is leaking from the body not the spout, no saving was calculated. 

Tap Adaptors and Isolation Valves Adjustments 

Where tap adaptors were installed or isolation valves adjusted, flow rates were taken 

before and after.  It was assumed that usually a tap is not turned on fully so half the full 

flow rate was used to calculate the savings in litres per minute.  This was then multiplied 

by the average use of the tap per day of 5.4 minutes (from the Code for Sustainable 

Homes Technical Guide, March 2007) to give a calculated saving as a result of installing 

the product. 

Water butt 

The calculated water saving following the delivery of a water butt was based on findings 

from previous water efficiency projects and industry agreed standards.  It was assumed 

that the 190 litre water butt is able to save 45 litres and the 100 litre water butt saves 

23.8 litres per week for 16 weeks of the year when it is being used. 
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Hose Gun 

The calculated water saving from a hose gun has been gauged on the assumption that 

each household uses the hose for 40 minutes, 33 times per year and that the flow rate 

from the hose is 500 litres per hour.  It is assumed that the hose gun is able to save 5% 

of this (as determined by previous ESW water efficiency studies). 

Water Crystals 

The assumptions used to calculate water savings as a result of using water crystals 

were taken from previous ESW water efficiency studies.  It is assumed that the water 

crystals are able to save 20% of 2 litres per day for 16 weeks each year.   

Children’s Pack 

Whilst some customers and their children may be influenced by this to change their 

habits, it is thought that the overall effect of this is negligible in terms of an actual 

quantifiable saving. 

 

2.5.3 Meter Data 

Metered customers have a series of meter reads taken throughout the appointment 

process to calculate the actual savings achieved as a result of devices installed in their 

property.  As part of the customer dataset supplied, ESW provided the most recent 

billing meter reads for all metered customers selected to participate in this study.  These 

meter reads were used to verify the consistency of the first meter read taken.   

It was the intention that metered customers would have a total of three meter reads.  

The first read was scheduled three weeks prior to their appointment, the second at the 

time of their appointment and a post meter read taken at least three weeks after their 

appointment.   

These meter reads were undertaken by the plumbers and Mouchel meter readers which 

were recorded using the MWM system and automatically imported into the project 

systems to the specific customer record.   

The calculated actual savings are based on measuring levels of consumption through 

meter reads before and after fitting products to determine levels of actual savings 

achieved.  With the new Ofwat guidelines for water companies to report their achieved 

savings from actual measured reductions, the meter reads are the key saving 

calculations to be provided at the conclusion of the project and a priority to maximise 

read rates and usable data.   
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3 Results 

As seen in the following sections, the project achieved its target of 3,000 completed 

appointments and saw an average measured saving of 26.5 litres per property per day 

where meter reads were taken before, during and after customer appointments. 

Unlike recent phases, this project saw an unexpectedly low response to the initial 

invitation mailing and required the implementation of additional recruitment measures 

including door knocking and a further mail out to a new area, Corringham.  These 

measures and their requirements along with the final project results are expanded on 

further in the following sections and evaluated in Section 4.1. 

As seen in the following key date table, the project made its first contact with customers 

on the 29/05/2015 and finished the last appointment on the 21/10/2015. 

Table 8 Key Project Dates 

Activity Date 

Grays Introductory Mailing 29/05/2015 - 06/07/2015 

Grays Customer Appointments 25/06/2015 - 21/10/2015 

Corringham Introductory Mailing 17/07/2015 - 10/08/2015 

Corringham Customer Appointments 23/07/2015 - 21/10/2015 

Door Knocking Undertaken In Grays 03/08/2015 - 02/09/2015 

Promotional Stalls 10/08/2015 - 05/10/2015 

Follow Up Surveys Sent 09/10/2015 - 27/10/2015 

End of Warranty Period  21/01/2016 

Calculation of Water Savings 28/11/2015 

Submission of Final Report 11/01/2016 

 

3.1 Customer Response  

A total of 14,270 customers were mailed an invitation pack across the chosen project 

area of Grays.  These customers were split into two mailing groups to ensure that the 

contact centre was able to handle customer responses swiftly and offer appointments 

within a reasonable timeframe.  

A total of 9,158 customers (64%) were first mailed on the 29th May 2015.  An initial larger 

portion of the customers was chosen based on experience from previous projects to 

obtain a bank of upfront bookings whilst ensuring that service is not affected by a high 
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level of responses.  As with previous phases, the second batch of 5,101 was sent as 

required, when responses began to deteriorate.  

Unlike previous phases, it was noted within the first few weeks of the project that the 

response to the initial mailing was considerably lower than expected based on 

experience.  As seen below in Figure 18, the responses seen from the invitation mail out 

and reminder card were under half when compared with phase 9, a similar style project 

undertaken during 2014.  

As this response was considerably lower than planned, the second mail out was 

immediately undertaken and the remaining 5,101 customers were mailed during early 

July 2015. 

As seen below in Figure 18, these collective mail outs saw a 5% response after 30 days 

compared with phase 9’s 11% response.   

Figure 18 Mail Response Comparison from Phase 9 to Phase 11  

 

This initial response is key to the project’s delivery of the 3,000 appointment target as 

these mailings are required to attain a vast portion of upfront customer interest.  It was 

forecasted that the project would only see 900 applications from a 7% response as 

opposed to over 2,000 applications received during previous phases which regularly 

achieved a near 14% response rate.  As this response was lower than required, 

additional measures were reviewed and implemented to help boost participation towards 

targets.  These additional recruitment measures included the mail out to a new town and 

some door knocking activity which are discussed further during section 3.1.1. 

3.1.1 Additional recruitment 

Some additional recruitment methods were known to be required prior to the initial 

customer contact whilst others are reactive based on the project and area.  These 

proactive measures include the requirement and benefit of utilising outbound reminder 

calling to drive customer participation, stalls to speak with customers in the area and 
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bespoke letters to reengage customers who cannot be contacted through their supplied 

details.  The recommend a friend scheme also provided a useful tool as customers 

were, in some cases, financially rewarded for their recommendations. 

Due to the shortfall in response, a number of additional reactive recruitment methods 

were investigated and the most economic (assumed customers recruited per pound 

spent) were implemented.  It was decided that the inclusion and mailing of a new nearby 

town, a door knocking campaign throughout Grays and an extension of the project area 

for recommendations would help boost participation towards expected levels.  

The planned and reactive additional recruitment methods are elaborated on in the 

following sections. 

Unable to Contact Customers Letters 

A total of 304 unable to contact letters (Appendix I) were sent to inform customers that 

the project had received their application to participate but had been unable to reach 

them to book an appointment.  These letters managed to re-engage 115 customers with 

the project resulting in an appointment being booked and later completed. 

Details Incorrect Letters 

A total of 80 details incorrect letters (Appendix H) were sent to inform customers that the 

project had received their application to participate but had been unable to make contact 

with them as the details provided were incorrect.  These letters managed to re-engage 

21 customers with the project resulting in an appointment being booked and later 

completed. 

Groundwork Stalls  

The stalls undertaken by Groundworks aimed to engage with customers in the local 

area, provide confidence that the project is real and remove any scepticism around it 

really being free.  As seen in Table 9, the 24 stalls were undertaken in several locations 

around Grays to try and attract as many customers as possible to participate in the 

project. 

Table 9 Groundwork Stall Locations and Dates 

Type Location Town Date 

Promotional Stand  Civic Offices  Grays  17th Aug  

Promotional Stand  Grays Riverside Beach Park  Grays  28th Aug  

Promotional Stand  High Street  Grays  11th Sept  

Promotional Stand  Morrisons  Corringham  22nd Sept  

Promotional Stand  South Essex College  Grays  30th Sept  
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Community Event  RSPB Rainham Marshes  Rainham  6th Sept  

Community Event  ESW Pumping Station  Stifford  13th Sept  

Community Group  Hathaway Academy School  Grays  4th Aug  

Community Group  Grays Library  Grays  19th Aug  

Community Group  Thurrock Museum  Grays  19th Aug  

Community Group  Thameside Theatre  Grays  25th Aug  

Community Group  Thurrock Community Forum  Grays  3rd Sept  

Community Group  Corringham and Fobbing Community Forum  Corringham  14th Sept  

Community Group  Stifford Community Forum  Stifford  21st Sept  

Community Group  Thurrock Adult Community College  Grays  28th Sept  

Business  Smiths Orchard Garden Centre  Grays  7th Sept  

Business  Blackshots Leisure Centre  Grays  14th Sept  

Business  Impulse Leisure Centre  Corringham  14th Sept  

Business  Essex Chamber of Commerce  Grays  16th Sept  

Business  Thurrock Business Network Group  Grays  17th Sept  

Business  Iceland  Corringham  17th Sept  

Business  London Gateway Admin Building Corringham 21st Sept  

Business London Gateway Terminal Building 

Terminal Building 

Corringham 21st Sept  

Business  Port of Tilbury Tilbury 24th Sept  

 

These stalls managed to collect applications from 319 customers of which 33 were 

determined to be too far out of the area and only offered a free Water Saving Kit.  The 

remaining 286 customers were attempted to be contacted utilising their supplied 

information and where possible booked in for an appointment.  This resulted in a total of 

251 customers that remained interested and completed an appointment. 

An example of a stall being undertaken can be seen below in the Figure 19. 
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Figure 19 Groundwork Stall 

 

Door Knocking 

Door knocking was reactively investigated and implemented during the project due to 

the shortfall in applications.  It was hoped that door knocking customers one by one 

would be an effective method of recruitment as physical door knocks allowed customers 

to see and speak to a representative of ESW and the project.  Door knocking also 

allowed for every property to be attempted whereas reminder calls were only possible 

where numbers were available and correct. 

An area of Grays was selected and removed from all reminder call lists to ensure that 

customers did not receive both a reminder call and a door knock to save customers 

feeling harassed by the recruitment efforts. 

Local marketing firm Marketing Assistance was engaged to undertake as many door 

knocks as possible over a series of dates.  They were provided with all of the relevant 

project media, appropriate IDs and uniforms and underwent prior training to ensure they 

were educated about the project and its processes. 

Door knocking was undertaken over 10 days within a variety of timeslots between 10am 

and 7pm.  These knocks saw 2,787 customers visited and obtained 472 applications 

from customers.  The summary information surrounding these visits can be seen below 

in Table 10. 

https://twitter.com/GwkSuffolk/status/491524860079009792/photo/1
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Table 10 Door Knock Outcome Summary 

Door Knock Outcome Total % 

Customer Call Back 88 3% 

Customer Interested 472 17% 

Customer Not In 1604 58% 

Customer Not Interested 588 21% 

Customer Will Call Us 35 1% 

 

The 472 customers recruited who opted to participate were contacted and offered 

additional information and a chance to book an appointment.  At this point, 92 opted out 

of the project leaving 380 interested customers.  Of these 380 interested customers, 

only 250 (8.9%) customers remained contactable and actually completed an 

appointment. 

Corringham (Additional Town) 

Based on the shortfall of applications from Grays, it was established that it would not be 

possible to recruit sufficient customers to attain targets, even with the additional reactive 

measures implemented.  It was decided that an additional town of customers was 

required to boost participation levels beyond what was possible within Grays.  After a 

review of the area, the town of Corringham was chosen based on its close locality and 

appropriate size.  Another ESW water saving project had also recently been undertaken 

at a local secondary school helping to raise awareness of water saving in the town. 

A total of 11,036 customers were mailed a similarly designed invitation pack consisting 

of a letter, introductory booklet and reply envelope.  Due to the short timescales around 

arranging this mail out, these letters were not preceded by pre-mailer cards and did not 

contain a tea towel.  The letter (as seen in Appendix U) was changed back to an earlier 

format used during Phase 9.  This letter had a less salesy design and was implemented 

to ensure that the newly designed letter was not a core reason for the poor response 

rate.  

To ensure that the research implemented in Grays was unaffected, all invited customers 

in Corringham were simply offered £5 for every customer they recommended.  For the 

purposes of this report, these customers have been included in the research results as a 

ninth group to measure the success of this approach. 

The Corringham area mailed and the locality when compared with Grays can be seen in 

Figure 20 and Figure 21. 



Essex & Suffolk Water 

Water Efficiency Retrofit Project 

 

 

 

 Mouchel   75 

Final Issue 1: January 2016 

Figure 20 Corringham Postcode Area Map  
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Figure 21 Corringham Area Map  

  

These 11,036 additionally mailed customers saw a similar response to Grays and 

underwent the same process of reminder calling after no response was received (as 

seen in the following section).   The split of applications between areas and methods can 

be seen in the following section 3.1.2. 

Reminder Calls 

As seen in previous phases, reminder calling remained a vital tool to speak with 

customers, explain the benefits of the project and alleviate any concerns where contact 

numbers are available on ESW’s accounts. 

Customers who had not responded to the initial project literature received up to three 

staggered reminder calls to attempt contact.  The contact centre staff were provided with 

a call script for these calls highlighting the benefits of the project in order to ensure 

maximum customer participation.    

A total of 12,502 reminder calls were made recruiting a total of 522 interested customers 

who opted into the project.  These applications resulted in 501 completed appointments, 

17% of the overall completed appointments.  The summary of these reminder calls can 

be seen below in Table 11. 
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Table 11 Reminder Call Summary 

Reminder Call Contact Quantity 

Total Reminder Calls Made 12,502 

Applications 522 

Customer Opt Out 1,441 

Unanswered 6,271 

Will Return Call 485 

Incorrect Details 3,497 

Requested Later Call Back 286 

 

Additional Customers 

A total of 227 properties were added into the project as the residents had requested an 

appointment but had not been included in the customer datasets collated for customers 

in Grays or Corringham.  

These customers had to be within a viable distance to the operating areas and be 

registered with ESW.  To assist with recruitment the allowed distance from the current 

project area was extended to towns not in the immediate proximity of the project, 

including South Ockendon, Tilbury and Chadwell St Marys.  To ensure these inclusions 

did not affect the research, these included customers were not offered any incentive to 

recommend friends.  A map of the area and included customers can be seen below in 

Figure 22. 

The majority, 52%, of these inclusion requests came from interest on the Groundwork 

stalls which were undertaken in a range of locations.  36% of these inclusions were 

through customer recommendations to participate and the remaining 12% were 

assumed to be through word of mouth or advertising in the local areas. 
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Figure 22 Additional Customer Inclusions  

 

 

Recommend a Friend Research 

Through the research implemented in phase 11 customers were incentivised differently 

to recommend a friend to participate in the project.  As seen in Table 12 the quantity of 

customers who responded to the letter did not vary immensely between the incentive 

groups; 

Table 12 Responses from Research Incentive Groups 

Incentive 

Group 
Incentive 

Number of 

Invitations To 

Incentive 

Group 

% of 

Responses to 

Invitations 

1 

Control.  This group will not receive an incentive for taking part in 

H2eco nor recommending a friend.  They will however, be 

encouraged to recommend a friend at the time of the 

appointment. 

1,926 10% 
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2 £10 for taking part in the H2eco project and referring one friend 1,764 11% 

3 £20 for taking part in the H2eco project and referring one friend 1,764 12% 

4 £50 for taking part in the H2eco project and referring one friend 1,763 11% 

5 

£10 for referring two friends without being required to take part in 

the H2eco project 
1,764 10% 

6 

£20 for referring two friends without being required to take part in 

the H2eco project 
1,763 11% 

7 

Earn up to £25 for recommending 5 friends (£5 per friend 

recommended) 
1,763 11% 

8 

Earn up to £50 for recommending 5 friends (£10 per friend 

recommended) 
1,763 11% 

9 

(Corringham) 

£5 for every customer recommended after taking part in the 

H2eco project. 
11,036 12% 

 

These recommendations proved to be a valuable source of overall recruitment with a 

total of 349 recommendations received over the course of the project, resulting in 325 

booked appointments (11% of the total completed appointments).  The remaining 24 

customers who did not continue on to complete an appointment were due to a variety of 

reasons such as: 

 The customer was recommended towards the end of the project and 

subsequently could not participate due to limited appointment availability when 

combined with their commitments. 

 The customer missed their appointment and was unable to be contacted to 

rebook. 

 The customer themselves had not opted to participate and had only been 

recommended to find out more information.  The majority of these customers 

wished to call us back after reviewing the information if they did want to 

participate.  

Customers in research group 5 and 6 were incentivised to recommend friends and 

family to participate but were not required to complete their own appointment.  Although 

it was hoped that some customers who felt they were already efficient but knew 

someone who may be interested would recommend someone, this did not occur at any 
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point during the project.  The other financially incentivised groups (2, 3, 4, 7, 8 and 

Corringham) had to participate prior to being given the full details of their recommend a 

friend incentive.   

As seen in Table 13, the highest percentage of recommendations came from customers 

who were offered the largest incentive of £50 per customer, group 4.  Customers who 

were asked to recommend more than one friend (5 and 6) before earning their incentive 

were also relatively high in comparison to the actual vouchers earnt.   This shows that it 

encouraged customers to recommend but customers were not always able to find two 

friends who would participate in order to receive their voucher. 

Please note that the customers below who are categorised as ‘No Group’ were added 

into the project after the initial mailing by request or recommendation and were therefore 

not involved in the research.  These customers were not offered an incentive and 

received the same information as group 1 customers.  In comparison these customers 

recommended at a significantly higher rate than group 1 customers, showing that 

recommended customers are more likely to recommend someone else even if there is 

no incentive to do so. 

Table 13 Recommendations from Research Incentive Groups 

Incentive 

Group 

Number Of 

Participants 

Total Recommend A 

Friends 

% Participants  

Recommended a 

Friend 

Total Vouchers 

Sent 

1 196 5 3% N/A 

2 195 16 8% 14 

3 220 23 10% 22 

4 188 44 23% 41 

5 173 21 12% 3 

6 190 28 15% 8 

7 194 9 5% 9 

8 200 27 14% 27 

9 (Corringham) 1281 136 11% 136 

No Group 171 16 9% N/A 

 

These 325 successful recommendations came from 272 individual customers who 

recommended up to 4 properties each.  The recommendations scheme also self-
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propagated in a number of cases seeing 52 of the recommendations coming from 

customers who themselves were recommended.   

Save Water Save Money Leaflet 

As part of the reactive additional recruitment drive, it was decided that non responding 

metered customers would receive a subsequent leaflet (see Appendix W) focusing on 

the key financial benefits of participation.  The design of the leaflet was smaller and 

more direct than the initial mail out leaflet but kept the same branding to make it 

identifiable and relatable.  The leaflet highlighted prominent information around how 

much money can be potentially saved per year in each property from awareness of 

water usage.  

A total of 4,731 leaflets were sent on the 28th August and of the customers who received 

the leaflet only 3% (120 customers) went on to participate and complete an appointment.  

As these customers continued to undergo further recruitment measures, it is not certain 

that all of these 120 completed appointments were a direct result of the leaflet itself.  

There were just 34% of these appointments (41 customers) that came from incoming 

contact direct to the project through telephone calls and the website.  The other 66% of 

these appointments (79 customers) took part after receiving another form of 

engagement such as a door knock or seeing a project stall on the street of which the 

leaflet may have influenced their decision to participate however it did not appear to be 

the deciding factor. 

3.1.2 Applications & Response Methods 

Achieving maximum levels of customer participation ensures the water saving message 

is conveyed to a large audience and a sufficient quantity of data is gathered allowing 

robust results to be generated from the project and overall study.  The project achieved 

its target of 3,000 appointments from a total of 3,312 applications from customers.  A 

summary of customer contact throughout the project can be seen in Table 14 while the 

relevant spread of application methods can be seen below in Table 15.   

Table 14 Contact Summary 

Contact Type Total 

Pre mailer cards sent (Grays only) 14,096 

Introductory letters sent 25,306 

Reminder cards sent 24,256 

Applications received 3,312 

Opt out 216 

Total phone calls made (excluding reminder calls) 5,686 
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Number of calls received 2,124 

Reminder calls made 12,502  

Appointment confirmation letters sent 1,463 

Appointment reminder and confirmation SMS sent 2,825 

Appointment reminder and confirmation emails sent 1,439 

Appointments completed 3,008 

 

As previously presented, customers were offered several methods to respond to the 

project including mail, phone and the website.  These were supported by the 

recommend a friend scheme as well as the unable to contact and details incorrect letters 

which encouraged customers to contact the project.  The response methods for the 

3,312 customers are detailed further below in Table 15. 

Table 15 Application Summary 

Application 

Method 

Total Opt In 

Applications 

% In        

Grays 

% In 

Corringham 

% Of All 

Applications 

Door Knock 380 100%  11% 

Email 69 52% 48% 2% 

Incoming SMS 26 54% 46% 1% 

Mail 515 55% 45% 16% 

Phone In 1140 46% 54% 34% 

Phone Out 130 68% 32% 4% 

Reminder Call 522 54% 46% 16% 

Stalls 185 90% 10% 6% 

Web 345 55% 45% 10% 

 

The majority of customers, 1,140 (34% of all applications) made contact and applied to 

the project via the freephone telephone number.  This has remained a focal way that 

customers choose to engage with the project.  The website recruited a good proportion 

of customers, engaging 645 customers (10% of all applications) while the new email 

system was a less favourable option with only 69 email applications received, just 2% of 

applicants. 



Essex & Suffolk Water 

Water Efficiency Retrofit Project 

 

 

 

 Mouchel   83 

Final Issue 1: January 2016 

The additional recruitment methods such as the inclusion of Corringham, the door 

knocks and the reminder calling were more important than ever in attaining the required 

applications.   The inclusion of Corringham enabled the project to yield a further 1,348 

applications, 41% of those recruited.  Door knocking engaged with 380 customers (11% 

of those recruited) and reminder calling 522 customers (16% of those recruited). 

Of these 3,312 customers who applied, 3,008 were booked in and subsequently 

completed an appointment.  These appointments are discussed in more detail in the 

next section. 

3.2 Appointments 

Appointments were undertaken between 25/06/2015 and 21/10/2015 and through the 

recruitment efforts mentioned during the previous section, sufficient customers were 

recruited resulting in 3,008 booked and completed appointments. 

As anticipated, there were a number of customer led missed appointments, cancelled 

appointments and remedial visits that occurred during this time which are all explained in 

more detail during the following sections; 

3.2.1  Missed Appointments 

Missed by Mouchel 

Only 1 appointment was missed by Mouchel without any prior warning to the customer.  

These occurrences are rare and in this circumstance the appointment was scheduled at 

an incorrect time resulting in the plumber arriving in the afternoon instead of the 

morning.  As stipulated in ESW’s GSS, failure to alert a customer of an appointment 

change without 24 hours prior notice triggers a £30 compensatory payment for any 

inconvenience caused. 

Missed by Customer  

When a customer was not in and attempts to contact them were unsuccessful, a missed 

appointment card (as seen in Appendix M) was left by the plumber indicating that they 

had attempted a number of visits and instructed the customer to contact the project team 

to reschedule another convenient appointment.  Many customers who received this card 

did not approach the contact centre to rebook an appointment.  In the interest of 

ensuring these customers were recovered for appointments, a report of customers that 

needed to be contacted as they had missed appointments and did not reschedule was 

generated at regular intervals.  Table 16 illustrates that almost 50% of the customers 

who missed their appointment were able to be rebooked and undertook another 

appointment at a later date.  



Essex & Suffolk Water 

Water Efficiency Retrofit Project 

 

 

 

 Mouchel   84 

Final Issue 1: January 2016 

Table 16 Missed Appointments 

Customers Who Missed At 

Least 1 Appointment 
Recovered Appointments 

89 43 

 

If a plumber arrived at an appointment and there was no answer or the customer was 

present and decided not to proceed the details of the missed appointment would be 

recorded on the PDA.  The majority of these comments fell in to the following categories:  

 No answer at the property 

 Customer unable to complete the appointment at that time 

 No property owner or adults present at the property 

 Customer had changed mind about having the appointment 

 

3.2.2 Cancelled Appointments 

Cancelled by Mouchel – With 24 hours’ notice 

A total of 69 appointments were cancelled by Mouchel with at least 24 hours prior notice 

adhering to ESW’s GSS.  Of the 69 customers who were asked to cancel, only 4 did not 

go on to complete an appointment after re-booking.  All of these cancellations were due 

to a reduction in the plumber’s availability which required some rescheduling of pre-

booked appointments. 

Cancelled by Mouchel – With less than 24 hours’ notice 

A total of 3 appointments were cancelled by Mouchel with less than 24 hours’ notice.  As 

stipulated in ESW’s GSS, failure to cancel an appointment without 24 hours prior notice 

triggers a £30 compensatory payment for any inconvenience caused.  As this 

circumstance can sometimes cause customers to solicit a negative response, these calls 

were undertaken with a careful and apologetic manner explaining in full detail the 

circumstances leading to this infrequent occurrence.   

These cancellations occurred due to a plumber requiring compassionate leave at short 

notice.  Customers were offered the option to reschedule and those that could not 

change their appointment dates, were not forced to do so.  Through this considered 

approach all 3 of the cancelled appointments were re-booked, which is a real success 
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considering the potential frustration that this situation can cause from a customer service 

perspective. 

Cancelled by Customer 

A total of 379 customers cancelled their appointments.  When cancelling an 

appointment, customers were asked to provide a reason and were offered the 

opportunity to rebook for another time.  A total of 208 customers were successfully 

rebooked and went on to complete their appointment on another date.  While a variety of 

reasons were provided, they were largely personal and fell into the following categories: 

 Personal or family illness 

 Work commitments 

 No longer interested 

Those that chose not to rebook were due to a number of reasons but often as they were 

dealing with a longer term illness in their family or changed their mind about 

participating. 

3.2.3 Remedial Appointments 

Remedial appointments were required for a number of reasons and most could easily be 

remedied on the phone or quickly through a plumber visit.  Where applicable or to a 

customer’s preference, a plumber was often dispatched to assist and ensure the 

remedial activity was undertaken appropriately and to help deliver a high level of 

customer service.   

From the 22,000 individual products installed, conversions implemented and repairs 

completed, there were 123 remedial revisits.  A breakdown of the summarising reasons 

why these remedial visits were required is presented in Table 17 below: 

Table 17 Remedial Faults 

Remedial Fault % Of Remedial Visits 

Plumber related repairs / removals 24% 

Customer related repairs / removals 22% 

Product related repairs / removals 32% 

Unclassified repairs / removals 22% 
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The table shows that the causes for the remedial visits were fairly balanced with the 

highest percentage being accredited to product issues.  Common reasons reported by 

the plumber undertaking the remedial work were; 

 TapMagics had been dislodged or detached by customers when using or 

cleaning the sink.   

 ecoBETAs were predominantly removed as a result of customers finding that 

they did not like the reduced flush and requesting that the toilet be reverted back 

to its original flush setting.   

 Leak issues associated with frail shower hoses after the installation of a new 

regulating shower head or customer queries regarding new shower heads 

weeping residual water. 

 Old and faulty isolation valves that had been adjusted and had begun to weep or 

leak.  

 Another occupant in the property does not want the product installed (spouse, 

partner, etc.). 

Through quick, efficient and thorough responses to all reported issues the remedial 

process was well received by customers with both plumbers and project management 

receiving complements on the swift effective service. 

3.2.4 Leaking Toilet Repair Appointments 

Where leaking toilets were identified, assessed and a repair appointment booked, the 

lead plumber attended to ensure a consistent service was maintained on all works 

undertaken.  The lead plumber carried a range of spare parts and contingency stock 

enabling the completion of most repairs as expected and the completion of additional 

work if something unexpected was found to also be wrong.  

The leaking toilet repair process successfully provided a valued addition to the H2eco 

service range seeing a total of 4,597 dye tests being completed and as a result, 54 

leaking toilets being identified.  This represented a ratio of 1 leak in every 85 toilets 

tested during appointments.   

The information recorded by plumbers on identification of a leak revealed that:  

 17% of the identified leaking toilets were attributable to a fault with the float or 

float arm. 
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 46% of the identified toilets were washer associated requiring complete 

replacement or a clean-up of existing washers, primarily the diaphragm washer 

of the inlet valve. 

 20% of the identified toilets were associated to the build-up of scale inside the 

cistern and the poor general condition of the toilet. 

 17% of the toilets had a range of differing unspecific reasons.  

Following the assessment and review process, 6 toilets were unable to have a repair 

completed for reasons which included: 

 Customers were unable or unwilling to remove concealments. 

 Customers wished to complete the repair themselves. 

 Customers did not respond to attempts to book a repair appointment.  

 Required toilet repairs were out of agreed scope of works. 

A total of 48 toilets were successfully repaired through a return visit with the required 

parts.  The majority of these customers did not mind having a second appointment 

understanding that specialist parts may have been required to make the repair.  

3.2.5 SIM & Guaranteed Standards of Service Failures 

The importance of the Ofwat SIM requirements were outlined clearly at the beginning of 

the contract.  In an effort to minimise complaints and subsequent SIM failures, strict 

adherence to ESW’s GSS was agreed and implemented.  These requirements and 

standards were communicated to all parties involved, particularly site and contact centre 

staff to help avoid any unnecessary failures. 

As stipulated within the ESW GSS guidelines, failure to adhere to the regulations will 

incur a service penalty of £30 made payable to the customer as compensation for any 

inconvenience caused.  As highlighted in Table 18 there were 3 service failures due to 

Mouchel cancelling appointments without 24 hours prior notice (as discussed above in 

3.2.2) and 1 failure due to an appointment which was undertaken outside of the agreed 

time slot (as discussed above in 3.2.1). 

Table 18 below summarises the quantity of failures by type.   

Table 18 SIM / GSS Failures 

Early Arrival Late Arrival Cancelled/Missed Written Complaint 
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0 1 3 0 

 

3.3 Products & Services 

The key objective during appointments was to save as much water as possible in 

addition to encouraging a real behavioural change through education.  Table 19 

summarises the quantity of each product and repair supplied and how many individual 

properties received these. 

Table 19 Quantity Products Fitted  

Product 
Total Quantity 

Fitted 

Within Individual 

Properties 

Basin Plug 2204 2122 

Bath Measure 980 980 

Children Pack 246 140 

Crystals 2957 2957 

Hose Gun 2431 2431 

Showerhead - Challis 19 18 

Showerhead - Aquair Typhoon 96 87 

Showerhead - Flowpoint 23 23 

Showerhead - Mira 1148 1064 

Shower - Inline Adaptor 253 223 

Shower Timer 3064 2807 

Tap D9-WS 1052 775 

Tap TapMagic 1505 696 

Tap Miracle Tap Adaptor (Black) 565 557 

Tap Miracle Tap Adaptor (White) 494 485 

Isolation Adjustment 856 501 

Tap Repaired 750 736 

Tap Washer Replaced 4 4 

Tap Gland Replaced 17 16 

Toilet ecoBETA 746 662 

Toilet Save-A-Flush 701 628 

Toilet Dual Flush Siphon 2 2 

Toilet Ex Dual Flush Adjusted 48 46 

Leaking Toilet Repaired 48 48 

Water butt Normal (190L) 1167 1167 

Water butt Slimline (100L) 1129 1129 
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Table 20 below summarises the quantity of products and repairs supplied by the saving 

types identified in Section 2.5.  This shows that gardening products such as water 

saving crystals, water butts and trigger hose guns remain popular with customers as 

seen on previous phases. 

Table 20 Quantity Saving Types Fitted 

Products / Repairs 

Total Quantity 

Fitted 

Within Individual 

Properties 

Within % of 

Completed 

Audits 

Basin Plug 2,204 2,122 71% 

Bath Measure 980 980 33% 

Children’s Pack 246 140 5% 

Crystals  2,957 2,957 98% 

Hose Gun 2,431 2,431 81% 

Shower Aerator / Regulator 1,538 1,362 45% 

Shower Timer 3,064 2,807 93% 

Tap Aerator / Isolation Valve 4,469 2,136 71% 

Tap Repair 772 756 25% 

Toilet Dual Flush 793 704 23% 

Leaking Toilet Repairs 48 48 2% 

Toilet Save-a-flush 701 628 21% 

Water Butt Normal 1,166 1,166 39% 

Water Butt Slimline 1,129 1,129 38% 

 

It was not always possible to fit some of the devices due to water regulations, the design 

of fittings or customers declining to have an item installed.  As shown in Table 21, most 

customers had between 7 and 8 individual products installed or repairs completed 

(including multiple installations of the same product in one property) which is similar to 

quantities seen in previous phases.   

Table 21 Quantity of Individual Products Fitted In Customers Home 

Total Number of Products Installed Number of Customers Percentage of Total Audits 

0 1 0% 

1 4 0% 

2 15 0% 

3 58 2% 

4 160 5% 

5 326 11% 

6 456 15% 
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7 541 18% 

8 552 18% 

9 404 13% 

10 238 8% 

11 119 4% 

12 72 2% 

13 25 1% 

14 14 0% 

15 10 0% 

16 6 0% 

17 3 0% 

18 2 0% 

19 2 0% 

 

In addition to the number of products fitted, maximising the variety of products fitted was 

of equal importance to ensure that customers achieved savings in every area of the 

home.   These saving types are for instance represented as dual flush savings (i.e. an 

ecoBETA or existing siphon adjustment), shower savings (i.e. a showerhead or inline 

adaptor) or tap savings (i.e. tap inserts, ecoFlow adaptors or isolation valve 

adjustments).  As highlighted in Table 22 below, the largest proportion of customers had 

between 6 and 7 different product saving types fitted or supplied.   

Table 22 Quantity of Product Saving Types Installed In Customers Home 

Number of Product Types Installed Number of Customers Percentage of Total Audits 

0 1 0% 

1 4 0% 

2 19 1% 

3 81 3% 

4 222 7% 

5 463 15% 

6 683 23% 

7 787 26% 

8 503 17% 

9 203 7% 

10 42 1% 

 

As seen in Section 2.5 certain products such as showerheads, ecoBETAs and multiple 

tap adaptors or adjustments offered higher levels of assumed savings.  It was therefore 
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a key target for these to be installed or undertaken in every property that was suitable in 

order to achieve the maximum level of savings possible. 

Table 23 summarises the number of individual customer fitments seen and the success 

rates for installations against the number of locations where an individual item was 

deemed to be suitable.   

Table 23 Product Type Installation Success Rate 

Products / Repairs 

Fitments 

Inspected 

Quantity 

Fitted % Fitted 

Quantity 

Suitable 

Fitments 

% Of Suitable 

Fitments 

% Plumber 

Success Rate 

On Suitable 

Fitments 

Basin Plug 7,466 2,204 30% 2,270 30% 97% 

Bath Measure 2430 980 40% 2,430 100% 40% 

Children’s Pack 1,180 246 21% 334 28% 74% 

Crystals  3,008 2,957 98% 2,979 99% 99% 

Hose Gun 3,008 2,431 81% 2,482 83% 98% 

Shower Aerator / Regulator 3,570 1,538 43% 1,703 48% 90% 

Shower Timer 3,570 3,064 86% 3,570 100% 86% 

Tap Aerator / Isolation Valve 8,784 4,469 51% 5,735 65% 78% 

Tap Repair 11,414 772 7% 887 8% 87% 

Toilet Dual Flush 4,654 793 17% 1,097 24% 72% 

Leaking Toilet Repairs 4,597 48 1% 51 1% 94% 

Save-a-Flush 4,654 701 15% 983 21% 71% 

 

For those where the fitment was deemed to be suitable but the plumber was unable to 

install the device, this was often due to the customer choosing not to have the product 

rather than for technical difficulties.  This is discussed in further detail around the key 

services below; 

 

Toilet Dual Flush 

Of the 4,709 toilets inspected, 24% of toilets were deemed to be suitable for a dual flush 

fitting or conversion based on their existing flush type and accessibility.  This 

subsequently resulted in the installation and conversion of 793 toilets into dual flushes.  

Of the 76% toilets that were deemed to be unsuitable, the most common reasons 

recorded were as follows; 
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 67% were already dual flush and the plumber explained how to correctly use the 

dual flush functionality to the customer. 

 9% were incompatible system fittings or concealed or high level cisterns. 

 2% were already efficient with 6 litre flushes or less. 

 2% remained unchanged as the toilet was found to be leaking and therefore a 

conversion could be undertaken until the repair works were completed. 

 20% of unsuitable toilets had Save-a-Flush bags installed when the plumber was 

unable to undertake a dual flush conversion due to issues surrounding the toilet 

or through customer’s preference. 

When the plumber attempted an install on the suitable fitments, 73% were successfully 

converted.  The remaining 27% were not converted for a variety of reasons and the 

breakdown of these are as follows; 

 

 71% were left unchanged as requested by the customer.  This was usually due to 

customers not wishing for their toilets to be altered as they were happy with their 

current flush. 

 

 14% of toilets were not touched due to fragile toilet parts that potentially would 

not stand up to the pressure of having a dual flush conversion. 

 

 9% were attempted but failed to supply an adequate flush once the conversion 

was complete so reverted back to its original condition.  

 

 The final 6% were left untouched as the customer denied the plumber access to 

the toilet. 

 

Leaking Toilet Repair Appointments 

Of the 4,709 toilets seen, a total of 4,597 dye tests were undertaken to identify leaks.  

Those that could not be tested were primarily concealed cisterns which required walls to 

be untiled before the cistern could be accessed.  The 4,597 leaking toilets inspected 

successfully identified 54 leaking toilets, 12% of those tested. 

Following a review, 94% of these leaking toilets were deemed suitable for a repair within 

the project scope of works.  Although some of these toilets requiring a repair had some 

form of concealment surrounding the toilet most customers unconcealed the toilet 

surroundings to allow access, deeming these to be suitable.  Those that were not 

deemed suitable for a repair were because of the following reasons; 
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 67% of the customers were already aware of the leaks and had arranged their 

own repairs. 

 33% of repairs were considered too far out of the scope of works as the toilet 

required complete replacement.  

When the plumber attended to repair toilets that were deemed suitable for a repair, 94% 

were successfully repaired.  The remaining 6% were not repaired for a variety of 

reasons and the breakdown of these are as follows; 

 33% were abandoned due to limited access to functioning isolation valves, 

deeming the toilet unrepairable.  

 67% were not able to be contacted and booked a return appointment after a 

number of telephone calls, answerphone messages and a letter.  

 

Tap Aerators and Isolation Valve Adjustments 

Of the 8,784 taps inspected, 65% of taps were deemed to be suitable for an aerator 

device or isolation valve adjustment based on the property system type, suitability of tap 

or the presence of an accessible valve.   

The introduction of isolation valve adjustment as part of the service offered to customers 

resulted in 856 individual adjustments being made.  These adjustments were undertaken 

on both taps which were suitable for another product and taps which were unsuitable for 

a product as follows: 

 33% of taps received an isolation valve adjustment which were identified as 

being suitable for a tap product but due to customer preference or an installation 

issue nothing was able to be fitted to the tap.  

 67% of taps that were not suitable for the installation of devices received an 

isolation valve adjustments (i.e. water regulations on a mixer outlet). 

These isolation valve adjustments are a significant success as they represent 19% of 

the overall tap savings achieved.  During previous phases no alternative was available 

to customers where products could not be installed resulting in fewer savings being 

implemented. 

For the remaining taps where savings were not achieved through the installation of 

products or the presence of an operational isolation valve, the reasons were recorded 

as:  
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 49% were not possible due to water regulations which prevented the installation 

of products on unbalanced systems that could potentially result in the 

contamination of water or due to shallow basins.  In these cases an isolation 

valve was looked to be adjusted but was option was either declined by the 

customer or no isolation valves were present. 

 22% were due to the shape or size of the tap outlet meaning no products could 

be installed. 

 23% were left unchanged as the plumber could not make changes or would not 

risk touching the tap as it was faulty, there was potential risk of causing further 

damage or the current filters were potentially fragile. 

 6% were left unchanged as requested by the customer. 

 

Shower Aerators and Regulators 

Of the 3,570 showers inspected, 1,703 showers were deemed to be suitable for either 

an aerator or regulator device based on their flow rate and type.  Of the 1,867 showers 

that were deemed to be unsuitable, the most common reasons were as follows: 

 80% were already pumped or electric showers and the products on offer risked 

causing damage to the unit or pump.  Of these seen to be pumped or electric, 

the flow tests showed to have an average flow rate of 9.8 litres per minutes (lpm) 

with some pumped units being measured at 28 lpm. 

 10% were already efficient and had a flow rate less than or equal to 7.5 lpm.  Of 

these seen to be already efficient, the flow tests showed to have an average flow 

rate of 5.8 lpm. 

 10% had unsuitable fixtures which meant that the products on offer could not be 

supplied or access to the shower was denied by the customer. 

When the plumber attempted an install on the 1,703 suitable fitments, 90% of products 

were successfully fitted.  The breakdown of the remaining 10% that were not installed 

are as follows: 

 85% were left unchanged as requested by the customer.  This was usually due to 

the appearance of the new showerhead or that the customer just simply did not 

want it changed. 

 15% were left unchanged as the plumber didn’t have stock of suitable products 

or could not make changes or risk touching the shower as it was potentially 

fragile. 
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3.3.1 Water Saving Kits 

A total of 55 customers requested and were provided with water saving kits which 

included a combination of: 

 Universal Plug 

 Tap Insert 

 Save-a-flush 

 Shower Timer 

 Shower Regulators 

 Trigger Hose Gun 

 Water Stick 

 Water Storing Crystals 

These kits help to ensure that all customers were engaged with the free water saving 

message even if they were unable to participate. 

 

3.4 Feedback Surveys 

The following results have been collected and reported on for the surveys mentioned in 

Section 2.4.10. 

3.4.1 Satisfaction Surveys 

A total of 463 completed satisfaction surveys were returned to ESW after being supplied 

at the end of each appointment completed.  Although this response was lower than seen 

in previous phases, it still provided valuable responses to key questions on the project 

literature, application process and appointments which are all illustrated in Table 24.  

The majority of responses were positive and customers were extremely satisfied with the 

service and educational material and advice they received.   

Table 24 Satisfaction Survey Responses 

Satisfaction Survey Questions Yes Response 

% 

Did the introductory letter explain what the project was about? 99.3% 
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Were you clear about how the project would operate? 99.3% 

Did the information book provide you with sufficient information? 99.3% 

Were you happy with the telephone service? 99.3% 

Was the person who made appointment helpful and courteous? 99.8% 

Are you happy with the products you have received? 99.6% 

If applicable, are you happy with the quality of the plumbing? 99.4% 

Was the plumber or field technician helpful and courteous? 99.8% 

Are you happy with the overall level of service you received? 99.1% 

 

The stand out feedback from this indicates that the customer satisfaction remained 

incredibly high, over 99%, and both plumbers and the contact centre received a 99.8% 

satisfaction score for their helpfulness and courteousness over the course of the project. 

One of the questions on the satisfaction survey asked customers what they found most 

useful about the project.  A selection of responses is displayed below: 

 The "dual flush" device fitted to the toilet appears excellent and much cheaper 

than a new cistern 

 I thought I was very careful with my water use but Mark showed and advised me 

on how I could save even more water easily.  Thank you. 

 It gives people a better picture of the importance of the usage of water 

 Saving money! And the ease by which it was all done, thank you 

 Having the check-up reassured us about the performance of our existing 

appliances.  We were commended on our water conservation efforts 

 There wasn't much done in my house in order to save water except adjusting the 

flow of water.  There were no products fitted.  Since not much done in my house I 

don't know how useful the project will be 

 We were advised to get a water meter fitted.  Have arranged for this to be fitted 
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 The fact that it was an appointment at our convenience and that it was all free!  

All that he did was of little or no trouble to us, very efficient 

 Excellent service, materials and plumber most courteous efficient, clean and 

informative 

 In my view and opinion all of the project was very useful 

 Finding out that we are already quite efficient with our water consumption and 

being provided with a water butt - excellent and polite plumber 

3.4.2  Follow Up Survey & Non-Respondent Feedback 

For results regarding the Follow up surveys please see report titled “H2eco Follow-up 

Survey Results” produced by Essex & Suffolk Water, 2015. 

3.4.3 Post Appointment Telephone Audit 

A number of post appointment telephone audits were undertaken with customers to 

ensure that the plumbers were upholding the project values and delivering to 

expectations.  Questions generally required a ‘Yes’ or ‘No’ response apart from overall 

performance score, which asked for a rating of 1 to 5, with 1 being unsatisfied and 5 

being very satisfied.  A selection of responses are detailed below: 

 Was the plumber courteous and well mannered?  100% answered ‘Yes’. 

 Did the plumber show the customer his ID at the door?  100% answered ‘Yes’. 

 Did the plumber clearly explain what he was going to do during the 

appointment? 99% answered ‘Yes’. 

 Did the plumber explain clearly the reasons why he was unable to fit other 

devices? 95% answered ‘Yes’. 

 The final question; can you rate the overall experience with us to date?  An 

average of 4.9 out of 5 was achieved.   

 

During the telephone audits some of the customers made comments around the project 

and plumbers more generally.  Some examples of these are as follows: 

 Customer said they thought the plumber was well mannered, polite and did a 

very good job  
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 Customer said the plumber was very helpful and answered all the questions he 

had  

 Customer was very pleased and very happy to have taken part in the project 

There were also a large number of verbal positive comments for the project staff both in 

the contact centre and on site indicating the current training provided to these team 

members is at the appropriate level. 

3.5 Water Savings 

As seen in Table 25, the results for each of the 3 different methods used to calculate 

water savings has been calculated and can be assessed in more detail in the following 

sections. 

Table 25 Savings Summary 

Saving Type Total Saving (l/day) 

Average Saving 

(l/prop/day) 

Ofwat Assumed Saving 173,474.7 57.7 

Calculated Saving 188,600.5 62.7 

Metered Saving 45,783.7 26.5 

 

3.5.1 Ofwat Assumed Savings 

The breakdown of the Ofwat assumed saving (based on the 2010/11 guidelines) is 

shown in the table below.  To determine the savings for each product, the Ofwat defined 

‘assumed’ savings have been used as discussed in Section 2.5.1.   

As can be seen in Table 26 an average Ofwat assumed saving of 57.7 l/prop/day was 

achieved over the 3,008 completed appointments.  This saving was 12.9 l/prop/day 

higher than achieved during the previous phase 9 in Billericay. 

This and the key differences are discussed further during Section 4. 

Table 26 Ofwat Savings Summary 

Products / Repairs 

Quantity 

Fitted 

Assumed Water 

Saving 

(l/prop/day) 

Total Assumed 

Water Saving 

At least 1x Basin Plug 2,204 0 0.0 

At least 1x Childrens Pack 246 0 0.0 

1x Bath Measure 980 0 0.0 
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1x Crystals 2,957 0.5 1478.5 

1x Hose Gun 2,431 2 4862.0 

At least 1x Shower Aerator / Regulator 1,362 30 40860.0 

At least 1x Shower Timer 2,807 2.5 7017.5 

1x Tap Aerator 606 18 10908.0 

At least 2x Tap Aerator 1,530 36 55080.0 

1x Tap Repair 740 12 8880.0 

At least 2x Tap Repair 16 24 384.0 

At least 1x Dual Flush 704 30 21120.0 

At least 1x Toilet Repair 48 200 9600.0 

At least 1x Save-A-Flush 628 12.5 7850.0 

1x Normal Water Butt 1,166 1.64 1912.2 

1x Slimline Water Butt 1,129 3.12 3522.5 

  Saving 57.7 l/prop/day*  

* Figure derived from an average of total saving per property per day from all participating properties.   

3.5.2 Calculated Savings 

As discussed in Section 2.5.2, the calculated savings were based on property specific 

data from measurements, before and after product installation.  These were used 

alongside ESW and industry usage assumptions, to calculate the properties saving from 

the H2eco appointment.  This provides a saving associated with the work completed at 

all properties and allows for a calculation of savings within unmetered properties.   

These calculations have shown that on average a property saved 62.7 l/day through the 

products implemented and the subsequent measurements recorded. 

As per Table 27, tap repairs, tap inserts, isolation valve adjustments and shower 

products are calculated to save the most water per property based on flow rates and 

usage information.   

 

Table 27 Calculated Saving Summary 

Product Type Calculation Average Calculated 

Saving (l/prop/day) 

Dual Flush Volume saved x persons x use per day 15.36 

Save-a-Flush Volume saved x persons x use per day 5.12 

Shower Aerator or Regulator Volume saved x persons x use per day 39.32 

Tap Inserts Volume saved x persons x use per day 38.18 

Eco-Flow Tap Volume saved x persons x use per day 13.90 

Isolation Valves Volume saved x persons x use per day 20.81 



Essex & Suffolk Water 

Water Efficiency Retrofit Project 

 

 

 

 Mouchel   100 

Final Issue 1: January 2016 

Tap Repairs Volume saved per day 4.73 

Water Butt Assumed Saving 1.51 

Water Crystal Assumed Saving 0.02 

Hose Gun Assumed Saving 1.51 

Bath Measure Assumed Saving 5.02 

Shower Timer Assumed Saving 2.45 

Leaking Toilet Repair Assumed Saving 200 

 

3.5.3 Metered Savings 

The actual savings were applicable to metered properties and were calculated from a 

reading before, during and after the customer’s appointment to determine the change in 

average consumption per day.  

In line with the low response rates to the initial mailing, the planned approach of reading 

the majority of meters three weeks prior to an appointment was not deemed possible 

without causing disruptions to the plumbers working schedule.  To ensure that pre 

consumption data was available, the majority of customer’s pre read data was calculated 

from existing reads gathered by ESW to supply water bills to customers.  As some of 

these readings were up to 6 months old, there was concern that this larger period of 

usage would potentially produce inaccuracies when compared with the usual read taken 

3 weeks after the appointment to measure consumption.  To mitigate this, post 

appointment meter read were taken after 6 weeks instead of 3 to reduce the risk of any 

uncharacteristic consumption during the smaller measuring period.  

The subsequent data collected that utilises pre billing data shows that the pre 

consumption period spans an average of 135 days while the compared post 

consumption period spans an average of 64 days.  Although the pre consumption period 

is still higher, it is hoped that by increasing the number of days, abnormal usage for that 

property (additional people within the house, a weeks holiday, etc.) would be mitigated 

by being spread over a longer measuring period. 

A total of 1,839 externally metered properties were visited and consumption information 

was calculated using either a pre read or billing data provided by ESW prior to the 

plumbers visit as well as a reads taken during and after their appointment.  

Of these metered properties visited, 1,727 had a complete set of 3 individual meter 

reads taken which were able to be used for analysis.  Those removed were excluded as 

they were not sequential, contained erroneous entries or did not show realistic usage 

figures. 

The combined metered savings represent an average actual saving of 26.5 l/prop/day, 

showing a 9% reduction in usage for the average household consumption.  Utilising 
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occupancy data gathered per property, this represents a consumption per capita 

reduction from 129.36 l/head/day to 116.24 l/head/day after their H2eco appointment. 

This saving is over four times higher than that achieved during the previous phase 9 

delivered in Billericay which achieved a measured saving of 6.1 l/prop/day. 
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4 Project Evaluation 

H2eco phase 11 was undertaken between May and October 2015 and completed a total 

of 3,008 H2eco appointments delivering an average Ofwat saving of 57.7 l/prop/day and 

an actual measured consumption reduction of 26.5 l/prop/day for those visited. 

The objectives set by ESW listed in Section 1.1 were accomplished as the project 

delivered the water efficiency message to customers effectively, provided a high quality 

of customer service and obtained all relevant data.  H2eco phase 11 has maintained the 

high level of customer service feedback achieved in previous phases, attaining an 

outstanding project satisfaction score of over 99%.  In addition, effective management of 

the appointment processes delivered near 100% SIM and GSS compliance.  Continual 

refinement and development of the computer systems allowed for increased quality 

control of data, appointment scheduling and staff productivity.  Use of PDAs enabled the 

project to deliver high quality customer service through ongoing responsiveness and 

flexibility to customer requests via real-time database communication with plumbers on 

site. 

As discussed further in Section 4.1, the appointment target was met but only through a 

number of measures used to boost applications.  The initial mail out to customers in 

Grays was met with an underwhelming response that had not been experienced on 

previous phases on H2eco.  Reactive measures were put in place to ensure the 

appointment target could be attained which included the introduction of a new area and 

door knocking along with previously utilised reminder calls and assistance from the 

research incentives.   

The project’s recommend a friend research was successfully implemented and hopes to 

be the base of future decisions around the best approach to incentivise customers to 

recommend a friend.  As discussed in Section 4.1.3, although the data collected thus far 

does not conclude any immediate findings, all of the data has been passed to the 

professors involved for a detailed analysis and review to follow. 

The measured savings seen from over half of the completed appointments is testament 

to actual reductions customers are seeing on their bills after having an appointment.  

These measurements represent a collective saving of almost 80,000 l/day across the 

3,008 participating customers, contributing 16% towards ESW’s target to reduce per 

capita consumption by 0.26 l/p/d equating to a total daily saving of 0.49 Ml/d across the 

catchment area. 

The savings achieved are higher than those seen during the recent more affluent project 

area of Billericay.  In Billericay a higher percentage of modern efficient taps and toilets 

had been installed prior to an appointment which impaired the projects ability and 

suitability to upgrade fitments.  Within Grays and Corringham this trend is slightly less 

prominent allowing an increase in achieved savings although it is notable that customers 
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are slowly upgrading facilities themselves overtime.  The inclusion of isolation valves 

and the repair of leaking toilets has helped boost some of the reduced saving potentials 

seeing 48 leaking toilets repaired and 856 isolation valves adjusted where historically a 

saving would otherwise not have been possible.  This is discussed in more detail during 

Section 4.3 and 4.4   

All of these notable areas are discussed in more detail throughout the following sections. 

4.1 Applications 

Following the process identified in Section 2, customers in Grays received a pre mailer 

card, introductory pack and shortly after a reminder card all with a variety of response 

options for customers wishing to opt in or out. 

It was intended that some of the research incentives implemented and the general WTA 

awareness campaign hosting additional advertising and engagement (stalls, radio 

campaigns, etc.) would help boost the customer participation in the project but the 

application responses seen were significantly reduced when compared to previous 

phases.  The initial responses to the project mailing are usually responsible for attaining 

a large base of near 14% of customers mailed, this normally equates to over 2,000 of 

the required applications.  For phase 11, the response seen was under half of this 

leaving a large surplus to be recruited through additional methods (such as reminder 

calling). 

On thorough assessment and forecasting of the reduced take up, it was clear that even 

with numerous additional recruitment exercises being undertaken, it would not have 

been feasible to meet the project targets from the customers in Grays without 

intervention. 

The reactive additional recruitment methods utilised assisted the project in achieving the 

required 3,000 appointments.  The inclusion of Corringham had the most influence, 

recruiting 41% of the overall applications while door knocking recruited 11% of the 

overall applications.  It is clear that without the implementation of these measures, the 

targets would not have been met as collectively these attributed over half of the 

applications received to result in the appointment target. 

The application methods utilised by customers remained largely unchanged from 

previous phases with customers favouring the free-phone option over others.  The 

modernised application approaches of email, SMS text message and the website 

collectively delivered 13% of the applications.  This remains inferior to other application 

approaches such as mail, seeing 16% of applications alone.  This is likely a reflection of 

the demographics of customers who choose to respond and take part proactively before 

the additional recruitment is undertaken. 
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The newly introduced email application option was utilised by only 2% of customers but 

is understood to be a cost effective means of allowing technology savvy customers to 

apply to the project.  Similarly to the website, this allowed applications to be received out 

of hours or whilst customers are at work and are unable to make a call.  

In order to boost participation to reach the 3,000 appointments target, a continuous 

reminder call exercise was undertaken to recruit around 500 additional customers.  

These reminder calls have been crucial to achieving the take up targets for the last few 

phases and again in Grays and Corringham, played a vital part in completing the project.   

A total of 12,502 reminder calls were made to customers who had not already applied 

and who had previously supplied their telephone number to ESW.  Previous phases 

have seen as low as 7,500 reminders calls being undertaken, significantly less than 

required in phase 11.  The recruitment performance of these calls was slightly less than 

with previous phases seeing a recruitment rate of approximately 1 in 23 of all reminder 

calls conducted turned into booked appointments.  During the previous phase 8 and 9 

projects, 1 in 20 calls were successfully turned into bookings achieving a higher 

recruitment rate.  It is assumed that this reduction in performance was a reflection of the 

general interest in the areas, as opposed to the approach and scripts which have only 

improved over time. 

The general awareness stalls undertaken across Grays were a good physical 

representation of the project in the area, providing customers an avenue to talk to 

representatives regarding the project and provide their contact details.  These stalls also 

engaged with a number of customers who had already had their appointments but 

wanted to pass their commendations on regarding the plumbers and the works received.  

These stalls however did not recruit copious amounts of customers when compared to 

other recruitment methods, seeing little over 10 customers per stall successfully 

completing an appointment.  It is however hoped that having a physical presence on the 

ground helps drive customer participation and alleviate customer concerns even if they 

do not wish to apply immediately at the stall. 

This phase again relied upon additional recruitment to attain targets, but had further 

reactive recruitment methods introduced due to the poor feasibility of achieving the 

overall appointment targets.  These key approaches and the responses are discussed 

below. 

4.1.1 Grays and Corringham 

The response levels in Grays were unexpectedly low and have never been experienced 

at this level before during the H2eco project.  The area of Grays was targeted following 

analysis of its ACORN profile and assumed potential to save the most water.  With the 

take up seen, it would appear that either the project itself was not of interest or it was not 

well portrayed to customers through the literature and media. 
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In response to the low participation rates, 11,000 additional customers in Corringham 

were invited to participate in an effort to ensure that project targets were attained.  As 

seen below in Figure 23, the response rates seen between both Grays and Corringham 

were similar to the invitation mailing, seeing an overall improvement of just 2%.  This 

figure shows the proactive take up from customers who are assumed to have been 

responding to the received media. 

Figure 23 Customer Area Response Rate   

 

It is key to note that these are not directly comparable as Corringham customers were 

not mailed the pre mailer card, they received a different invitation letter and there was no 

tea towel included.  These changes are presumed to be detrimental to take up as they 

(with the exception of the letter) have been trialled and tested before and shown to boost 

customer response. 

The additional Save Water Save Money flyer sent to metered customers throughout 

Grays did not appear to have any substantial impact on customer recruitment as only 

1% of the mailed customers appeared to respond.  It is also not conclusive that these 

flyers influenced their decision to participate but is hoped to have helped promote the 

benefits of water saving even where customers chose not to participate.  

Although the areas had some subtle differences in their ACORN profiles, they were 

similar with predominantly more ACORN 3, 4 and 5 customers.  The following Table 28 

shows the quantity of each ACORN customer mailed and the percentage this 

represented of the overall mailing. 

Table 28 Grays and Corringham ACORN Split 

 Grays Corringham 



Essex & Suffolk Water 

Water Efficiency Retrofit Project 

 

 

 

 Mouchel   106 

Final Issue 1: January 2016 

ACORN % of Mailed % of Mailed 

1 8% 3% 

2 3% <1%* 

3 44% 60% 

4 24% 31% 

5 21% 5% 

*Note: This number represents a very small proportion of customers who are less than half a percentage of 

the Corringham customer base but as seen below in Table 29 did respond consistently with the other 

ACORN groups. 

Table 29 shows the percentage of participating customers compared with the number of 

letters sent per ACORN category.  As seen in this table, the response rate between both 

areas’ ACORN groups was similar seeing comparable portions of ACORN with 

customers taking part from both areas regardless of the difference in the mailing 

content.  

Table 29 Grays and Corringham ACORN Participation Rates 

 % Participating customers to letters sent 

ACORN Grays Corringham Overall 

1 15% 14% 15% 

2 15% 11% 15% 

3 14% 12% 13% 

4 11% 11% 11% 

5 7% 7% 7% 

Average 12% 12% 12% 

 

With the exception of ACORN category 5 customers, groups 1 to 4 were relatively 

consistent in their levels of participation.  Customer’s decisions to participate did 

marginally increase with affluence, seeing ACORN category 1 customers taking part 

most often and ACORN category 5 the least often.  This project primarily targeted 

customers who were ACORN category 3 to 5 with the understanding that the monetary 

savings would be more beneficial to these customers and therefore they would be more 

likely to participate however these groups did not respond in any great exception to 

others. 

This indicates that across both Grays and Corringham, a customer’s ACORN profile did 

not vastly influence their decision to participate. Further analysis of previous projects, 

schemes and an overall ACORN analysis needs to be undertaken to ascertain these 

findings but provisionally it is assumed that the ACORN group a customer resides within 

does not encourage or discourage participation to any great extent. 
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With the customer response rates being similar across both areas, but considerably 

down when compared to previous phases, the reasons behind this participation deficit 

remains unclear.  The newly designed letter was included and then excluded without any 

significant improvements seen in the second mailing to Corringham which indicates that 

the letter itself did not cause the shortfall of interest.  Based on provisional feedback 

from customers attained through reminder calling and door knocking, customers were 

too busy and simply not interested.  This may be a reflection of the ACORN profile of the 

town as a whole, who are mostly working class and although the potential savings would 

be of interest, they do not have time to participate. 

Further non respondent focus groups are due to be undertaken with customers in Grays 

and the findings from this will need to be analysed prior to planning future phases. 

4.1.2 Door Knocking 

Door knocking was undertaken to help boost the participation within Grays on the 

realisation that the initial response was insufficient.  Marketing Assistance delivered this 

aspect of the campaign using experienced researchers working 5 hours a day across 12 

days.  

The door knocking process targeted homes which ESW had identified as having no 

record of its contact number and reached out to a total of 2,787 customers of which 42% 

were home and had the project explained to them. 

A total of 472 customers, 40% of those that answered, opted in to the project on the 

door step and provided their details.  When later contacted by the project call centre to 

arrange an appointment, 19% opted out immediately saying they were now not 

interested. 

Of the remaining 380 interested customers, only 250 were able to successfully book an 

appointment that they went on to complete.  This represents a dropout rate of almost 

50% for customers who originally said they were interested on the door but later 

changed their mind.  This is considerably higher than other recruitment methods such as 

reminder calling which saw 522 recruited customers resulting in 501 completed 

appointments, a dropout rate of only 4%. 

The reason these customers opted out, did not respond to calls and letters or did not 

want to book an appointment did vary but common reasons provided revolved around 

the fact that they were never really interested in the first place. 

The approach used may need to be more thorough in future to ensure customers are 

really interested before collecting their details.  This will save taking their information and 

then continuing to contact them to try and book an appointment they may not want which 

could result in complaints if customers feel harassed.  
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Feedback following the activity suggested improvements could be made to the process 

these include the following; 

 Circulating a simple pre-warning postcard prior to entering the field in order to 

advise customers we will be knocking on their doors between specific dates.  

 Considering not all customer like to commit at the doorstep, an information card 

detailing the project and how to apply should be left with the customer.  

 The above flyer should also be used to drop through the letter boxes of those 

customers who did not answer.  

 Prior research of the target area is crucial to maximise routes and increase 

productivity.  

 

4.1.3 Recommend a Friend Research 

To improve on the previous research undertaken, details of the customer’s incentive for 

recommending friends to participate was included in the initial mail out for customers in 

Grays.  Although it was hoped that including big incentives such as £50 for participating 

and recommending a friend may encourage customers to participate, the application 

rates between groups did not vary beyond a few percent. 

Group 5 and 6 customers were offered the opportunity to recommend customers without 

needing to take part themselves, however there were no recommendations of this kind.  

It is assumed that customers would first want to have taken part themselves before 

recommending the project to a friend to ensure it is a legitimate offer.   

There were significantly more recommendations from customers who were offered the 

highest amount to recommend a friend.  Almost 25% of group 4 customers went on to 

recommended a friend who took part, earning them their £50 offering.  As this is such a 

significant offering to most customers, it is not unexpected that this was over 50% higher 

than most of the other recommendation categories.  These other categories performed 

similarly seeing between 8% and 15% of participating customers recommending friends.  

In almost all cases, as would be expected, this ratio increases with the monetary value 

showing that increasing the amount offered does encourage additional 

recommendations. 

As seen during the previous recommend a friend trial, customers who were not 

incentivised still recommended friends but at far inferior levels when compared to those 

who were financially incentivised to do so.  The exception to this is customers who were 

themselves recommended, these customers showed to be three times more likely 

recommend someone else to take part even though they had no monetary incentive to 

do so. 
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4.2 Appointments 

H2eco phase 11 met the target of 3,000 customer appointments which were attained 

through a variety of recruitment methods, mentioned above.  The majority of customers 

expressed positive views on the appointments and that the high engagement message 

of saving water has been well received and understood as seen in the feedback from the 

satisfaction surveys and telephone audit results.  A number of customers also made 

reference to being commended by the plumbers on already being water efficient prior to 

their appointment.  In these cases often few products were installed and the majority still 

felt happy that this had been certified by the project and the appointment was far from 

time wasted. 

H2eco phase 11 has maintained the high level of customer service feedback achieved in 

previous phases attaining an outstanding 99.8% positive response rate for the helpful 

and courteous nature of plumbers during appointments.  In addition, effective 

management of the appointment processes delivered near 100% SIM and GSS 

compliance with just 4 Mouchel missed or cancelled appointments incurring a GSS 

failure.  These were unfortunate in the circumstances but with careful management and 

customer service at the forefront, all customers were understanding and rebooked to 

have an appointment on another date or time. 

All efforts were made by the project to reduce the chance of any customer led missed 

appointments.  In addition to the SMS text message reminders used during previous 

phases, phase 11 also utilised email reminders sent to customers the day before to 

remind them of the upcoming visit.  Where customers were not home and time allowed, 

plumbers would attempt to revisit up to three times within the appointment time slot.  On 

many occasions this approach meant that the customer who had missed the initial visit 

were back in and able to complete their appointment, thus saving a missed appointment.  

This was also assisted through the incorporation of preferred times and non-guaranteed 

notes on booked jobs, allowing the project management team to schedule jobs around 

customer’s commitments.  Through these approaches only 95 appointments were 

missed by customers, around 1 in 30 appointments booked. 

As specified, a number of detailed one-to-one quality checks were undertaken by the 

project management team and the lead plumber to ensure there was a high level of 

customer service, excellent workmanship and a consistent, accurate delivery of the 

appointment aims.  This ensured that lessons were adopted by all staff throughout the 

process and experiences could be seen and shared by management staff.   

All data returning from PDAs was checked through a rigorous quality process to ensure 

inconsistencies were identified and training was put out to an individual or the team 

immediately.  As with previous phases further improvements to the PDAs (based on the 

feedback from site staff at the end of the project) will be incorporated into future phases. 
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Further information on the feedback from products installed during the appointments and 

any subsequent remedial visits can be seen in the following sections. 

4.2.1 Remedial Appointments 

Phase 11 carried out a total of 72 remedial visits (excluding leaking toilet repairs) to 

return to properties to remedy issues with installed products or remove products that 

customers no longer wanted installed.  Phase 11 saw fewer products and service 

associated remedial visits than previous phases which is testament to the experienced 

workforce and extensive training provided.  This successfully enabled the plumbers to 

make sound, educated decisions on the correct installation of products and services 

offered to customers.   

Wherever possible these remedial appointments were carried out by the lead plumber 

giving consistency of approach and an avenue to spot any trends or issues with the 

service.  If there were any areas of concern, trends or underlying issues, the lead 

plumber quickly identified them and either cascaded them to the team or management 

as required. 

A few rare remedial visits required additional parts to complete the remedial work.  In 

these scenarios the plumber documented the issue and its requirements and explained 

the situation to the customer.  The necessary parts are then procured and a new 

remedial visit arranged at the customer’s convenience as soon as possible. 

Overall, the remedial process was extremely well received by customers with the focus 

being to remedy any issues swiftly whilst upholding excellent customer service.  

Although there was a need to keep products installed, where customers were not 

satisfied with the performance of an installation the plumber would remove the device 

and where possible, offer an alternative. 

To reduce customer dissatisfaction outside of project warranty period, the majority of 

customers were left product instructions and the installation tools (where applicable).  

This gave customers the freedom to remedy any later issues at their own convenience 

and to detach or reattach the device for the purpose of cleaning (for instance, de-scaling 

their taps).  This not only increased satisfaction for those who were willing and capable 

but also educated customers on how easy some of the water efficiency measures are to 

undertake and that they too can save water independently in their home or family 

members’ homes. 

Also as part of the customer care process, the contact centre had been trained on each 

of the available devices and the common remedial actions each may require.  This 

enabled customers outside of their warranty period to receive help and advice when 

looking to re-instate a product or to revert fixtures and fittings back to their original state.  

This was a value added service that continued after the project had finished offering 

customers the option to call the contact centre for assistance if required. 
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4.2.2 Leaking Toilet Repair Appointments 

Phase 11 successfully introduced the additional service of identifying, assessing and if 

possible repairing leaking toilets.  With over 50 leaking toilets identified through physical 

inspections utilising dye capsules, 48 successful repairs were undertaken and 

completed.  

The inclusion of leaking toilet dye tests proved to be a non-intrusive addition to the 

already proven appointment process with little additional effort required.  As the 

plumbers were already within properties and assessing toilets for suitability, utilising the 

dye capsule to test for leaks only required a few extra moments to explain the test to 

customers and insert the capsule into toilet cisterns.  

From the 4,597 dye tests undertaken a total of 1 in 85 toilets were found to be leaking, 

significantly less than was expected through industry guidance which suggests that 1 in 

10 toilets would be found to be leaking.  This low rate of identified leaking toilets is 

suspected to be in relation to the nature of customers who chose to participate in a 

water efficiency project.  It is assumed that as these customers are already somewhat 

water conscious and want to help save water, if they suspect their toilet is leaking they 

are likely to get it repaired.  Customers who chose not to participate and are not as 

aware or concerned by water wastage are assumed to therefore be more likely to leave 

toilets leaking. 

On identification of a leaking toilet, plumbers recorded as much information as possible 

to assist with the back office review of the required work.  Customers then had the 

process explained and were asked to await a call from the project to let them know the 

outcome of the assessment and if applicable, book a return appointment date.  There 

were originally concerns customers would find this second appointment inconvenient 

and would want the work undertaken there and then when a toilet was identified.  This 

on a whole was only seen occasionally with a few customers querying why the original 

plumber attending the appointment could not undertake the repair work.  In these few 

instances, once the process and the possibility of requiring additional parts due to toilets 

varying in makes, design, shapes and sizes was explained, all customers were happy to 

proceed with a second visit.  

The review and assessment process worked well with identified toilets being assessed 

swiftly and a joint decision between ESW and Mouchel usually being agreed upon within 

a week of the appointment date.  The majority of customers were easily contactable to 

discuss the assessment and if applicable book a convenient date for the repair to be 

undertaken.  

Where repairs were not going to be undertaken as work was outside of scope, 

customers were provided as much assistance in repairing the toilet by their own means 

as possible including the plumber’s expert judgment on the work and all of the parts that 

are likely required.  This helped customers ensure that when they contacted a third party 
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plumber they knew the extent of the works to help them attain a realistic and competitive 

price.  This was generally met with appreciation and understanding as the only toilets 

not repaired within the scope of the project were large works and in all cases the 

customer knew this was outside of our remit.  

If a repair was to be undertaken, customers were all very accommodating to the 

requirement to remove any concealments and ensure the plumber had a clear working 

environment.  Customers often needed to be reminded that the whole repair service was 

also free and there would be no additional costs to them even on top of the already free 

appointment visit.   

A total of 48 toilets were repaired during these visits and saw the majority of leak 

locations as follows; 

 65% of toilets were leaking into the overflow. 

 20% were leaking either from the inlet pipe or the coupling between the cistern 

and pan. 

 15% were leaking from the discharge pipe, siphon or other areas. 

Leaking toilet types also varied but close coupled toilets proved to be the most frequent 

occurrence when compared to other toilet types; 

 69% of leaking toilets were close coupled. 

 25% of leaking toilets were low level cistern types with a flush pipe. 

 4% of leaking toilets had concealed cisterns. 

 2% of leaking toilets were high level cistern types. 

This quantity of leaking close coupled toilets appears excessively high when compared 

to the other types of toilets but as 51% of all toilets documented during phase 11 are 

close coupled, this would be expected.  As close coupled toilets are a more common, 

modern and popular design it is expected that documented numbers of close coupled 

toilets will continue to rise over time. 

Of the completed leaking toilet repairs the flush types were primarily single flush toilets.  

These visits saw 73% of leaking toilets being older style single flush and 27% of leaking 

toilets were more modern dual flush.  As dual flush toilets are likely to have been 

installed more recently than single flush units, it is expected that they would be less 

likely to have developed a fault and started leaking as the results show.  
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With the seamless introduction of leaking toilet identification and the swift follow up 

repair process, the leaking toilet repair procedure successfully provided a valued 

addition to the H2eco service range.  In some cases during future phases, these repairs 

could potentially be undertaken during the original appointment visit with knowledge now 

attained surrounding common issues and required parts.  This would require careful 

management to ensure time is allowed for any unexpected issues that may arise, 

however this procedure would supply a more unified appointment and water saving 

process for customers 

 

4.3 Products & Services 

Phase 11 of H2eco installed over 20,000 products across 3,008 completed 

appointments.  Customers overall expressed their satisfaction with the variety of the 

products made available to them during the appointment and expressed disappointment 

when products could not be fitted due to unsuitable fitments, for example, when a fragile 

toilet system or water regulations restricted the installation of a mixing tap device. 

As seen in Table 30, phase 11 saw an increase in the installation of the majority of 

products when compared to phase 9 with only a few noticeable decreases on specific 

products. 

Table 30 Installation Comparison from Phase 9 and Phase 11 

 Type 

Phase 9 
Quantity 

Installed / 
Supplied 

% Fitted Per 
Appointment 
During Phase 

9 

Phase 11 
Quantity 

Installed / 
Supplied 

% Fitted Per 
Appointmen

t During 
Phase 11 

Difference 
Between 
Phases 

Basin Plug 213 7% 2,204 73% 66% 

Bath Measure 859 29% 980 33% 4% 

Children Pack 660 22% 246 8% -14% 

Crystals 2,929 97% 2,957 98% 1% 

Hose Gun 2,662 88% 2,431 81% -8% 

Shower Timer 2,846 95% 3,064 102% 7% 

Shower - Inline Adaptor 264 9% 253 8% 0% 

Shower - Showerhead Installed 1,143 38% 1,286 43% 5% 

Tap Aerator D9-WS 1,216 40% 1,052 35% -5% 

Tap Eco-Flow Tap Adaptor (Black) 413 14% 565 19% 5% 

Tap Eco-Flow Tap Adaptor (White) 317 11% 494 16% 6% 

Tap TapMagic Unit 1,437 48% 1,505 50% 2% 

Tap Neoperl 9 0% 0 0% 0% 

Toilet Ex Dual Flush Adjusted 82 3% 48 2% -1% 

Toilet ecoBETA 702 23% 746 25% 1% 

Toilet Save-A-Flush 1,043 35% 701 23% -11% 
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Waterbutt Normal 1,473 49% 1,167 39% -10% 

Waterbutt Slimline 842 28% 1,129 38% 10% 

Tap Repairs 243 8% 750 25% 17% 

 

Although there were only a few reasons why products could not be installed at 

properties the reasons themselves proved to be common and consistent with trends 

seen during earlier phases.  For each product these reasons were documented by the 

plumber on their PDA and the information analysed by the project management team.  A 

brief summary of some of the products and their success rates can be seen below: 

 Basin plugs saw a substantial increase in the quantities issued compared to 

phase 9 as a result of the new option for plumbers to issue more than one plug 

per property either through multiple basins requiring a plug or customers wishing 

to use the plugs while traveling.  

 The children’s packs were supplied less frequently which, based on feedback 

from the plumbing team, could have been attributed to the fact that the new pack 

trialled during phase 11 was more suited to younger children below the age of 

10.  Previous packs from earlier phases were aimed at children up to the age of 

12 and had a novelty singing toothbrush that proved to be very popular with both 

parents and children which was no longer available. 

 Hose guns had a slight decrease in fit rates due to the demographics of the area 

when compared to Billericay in phase 9.  Grays and Corringham have a higher 

percentage of properties that were flats or homes without gardens and therefore 

were unsuitable for a hose gun. 

 Of the 3,570 shower units inspected, 43% were pumped or electric, a lesser 

percentage than seen in phase 9.  This lower percentage can be attributed to the 

affluence of the phase 9 area resulting in showers being both more common and 

expensive than seen in phase 11.  The rate of In-line adaptors installed remained 

on par with phase 9 but the installation of showerheads saw a 5% increase in 

installations.  The Mira and Typhoon showerheads again proved to be very 

popular through their more modern design and the familiarity of the Mira brand 

again proving a success with both the customers and plumbers.  The challis and 

Flowpoint showerheads were again installed in very low quantities proving less 

popular with customers opting for the more aesthetically pleasing designed 

devices.  

 Available for the first time during phase 11, the plumbers were able to issue 

shower timers to customers for every shower in the property as opposed to 

previously where they had been restricted to one timer per property.  This 

resulted in the issue of 3,064 shower timers to customers compared to the 2,846 

in phase 9.  This total number of shower timers issued was expected to be higher 
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however the number of showers seen was significantly less than during phase 9, 

an average of 1.1 per property when compared to phase 9’s 1.9 per property. 

 The tap regulators and aerators saw a reasonable increase of between 2% to 6% 

in all product types apart from the D9-WS which had a decrease of 5%.  The 

increase in most products is attributable to the demographic of the area which 

had a higher percentage of single, older taps where the TapMagic or Eco-Flow 

were installed.  This is different to higher value mixer taps which were more 

common in the more affluent phase 9 area and more suited to the subtle D9-WS 

resulting in the decreased D9-WS fit rate during phase 11.  These fit rate 

numbers are reflected in the installation rates for tap products which show that 

TapMagic’s constituted 42% of the installed tap devices, Eco-Flows 30% and D9-

WS’s the final 28%.  

 The Neoperl tap insert proved to be unpopular and surplus to requirement during 

phase 11 with no installations throughout the duration of the project.  Over 

previous phases the installation of the product has reduced due to its inferior 

design not offering the benefit of the TapMagic’s full flow bypass.  This means 

that in some cases, if a Neoperl is installed some boilers will simply not detect 

the flow of water resulting in a lack of hot water supply to the tap outlet.  These 

have also shown in some cases frustrate customers who have to wait for 

sufficient water to fill a basin or kettle and end up requesting that the product is 

removed. 

 Trialled for phase 11 it was hoped that by introducing the adjustment of tap 

isolation valves, savings could be achieved for taps that during previous phases, 

would have remained untouched due to unsuitability, installation issues or water 

regulations.  The 856 adjustments accounted for almost 20% of tap associated 

savings resulting in substantial savings that previously would have been lost.  On 

the whole feedback from the plumbers showed that the majority of customers 

understood that this was a viable way to achieve savings although some 

customers were still cautious around valve adjustment. 

 Both ecoBETA installations and existing dual flush conversions were consistent 

with levels achieved during phase 9 although Save-a-Flush installations 

decreased by 11%.  This reduction of Save-a-Flush installations combined with 

little increases of dual flush conversions is a trend that has been observed over 

previous phases, indicating that fewer toilets are suitable for products as 

customers continue to replace inefficient toilets for more efficient sized cisterns 

and dual flush systems.  This trend is supported by data from phase 9 which 

showed that 81% of unsuitable toilets were already dual flush compared to 66% 

in phase 11.  This indicates that although phase 9 was overall a less affluent 

area and while it was expected that less dual flush toilets would be encountered 

it supports the ongoing trend of customers replacing older toilets with newer 

more efficient ones even if it is at a reduced rate.  
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 Garden products such as water butts and crystals remained popular, seeing 

almost 80% of customers being issued either of the two sizes of water butt and 

98% of customers receiving the water storing crystals.  A significant change was 

the 10% decrease in regular sized water butts ordered and the 10% increase in 

the slimline size, reflecting the change in demographic area where phase 11 

tended to have smaller gardens than phase 9. 

As seen in previous phases, one of the biggest customer product issues can be that the 

expectation of a particular product is higher than what was actually received.  For 

instance, customers perceived that the ecoBETA dual flush device was in fact a dual 

button flush system which can lead to disappointment when it is installed as a retrofit to 

the existing arrangement.  However, by building on the lessons learnt from previous 

phases the approach ensures that the customer receives sufficient information to reduce 

the possibility of this occurring, thus managing expectations ahead of engagement from 

the field team, such as: 

 The contact centre staff are very explicit about the details of products during 

appointment booking, their operation and what to expect. 

 All plumbers carry an information pack with diagrams, photographs, product 

performance and financial saving information which is left with the customer to 

browse through during the appointment.   

 Build and keep a consistent team of highly motivated plumbers, who understand 

the project needs and desired outcomes. 

 Continue to offer internal project training and measures to ensure plumbers and 

contact centre staff buy into the savings message and deliver the necessary 

outputs. 

 To help customers understand the water regulations, the plumbers were 

provided with customer friendly fact sheets to explain the risk attached to having 

tap adaptors installed on certain water systems. 

Some more detailed information can be seen below regarding the water savings 

associated with these products and the outcome of these savings in comparison with 

previous projects. 

 

4.4 Water Savings 

The attained water savings are an important part of each phase of H2eco to assess the 

effectiveness of the project, products and staff.  These savings are especially important 

during this and future phases to report actual measured savings to Ofwat. 
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The metered saving of 26.5 l/prop/day was far greater than that of the 6.1 l/prop/day 

seen in phase 9.  This increase can be attributed to the levels of products installed and 

services completed but also the additional savings associated with the adjustment of 

isolation valves and repairing leaking toilets.  The benefit of using an experienced team 

is also clear through their confidence with the products, knowledge of property system 

types and familiarity with the service provided to customers. 

Although the Ofwat assumed savings for phase 11 were solely used for monitoring and 

comparison purposes only, it has also shown to be higher than achieved in phase 9 of 

H2eco, rising from 44.8 l/prop/day to 57.7 l/prop/day. 

The geographic area of phase 11 was selected for its higher level of less affluent 

ACORN categories who would hopefully benefit from the savings associated with the 

project.  This assumption is clearly shown in ACORN phase comparison Table 31 below.  

Although difficulties (as discussed above) were experienced when getting customers to 

participate, this approach proved to be a success with a much greater quantity of 

products being installed.  This is attributable to the less modern or in poorer condition 

fitments seen when compared with those in phase 9, enabling a far higher level of 

savings to be achieved. 

Table 31 Percentage of Participants by ACORN  

Group Group Title 
% of Phase 

9 
Participants 

% of Phase 
11 

Participants 

1 Affluent Achievers 58% 6% 

2 Rising Prosperity 10% 2% 

3 Comfortable Communities 23% 51% 

4 Financially Stretched 7% 27% 

5 Urban Adversity 2% 14% 

 

Table 32 below is a comparison of the percentage of properties who benefited from each 

of the savings types delivered during both phases 9 and 11 as represented by the Ofwat 

savings.  

Table 32 Savings Comparison from Phase 9 and Phase 11  

Products / Repairs 

Phase 9 
Quantity 

Installed / 
Supplied 

% of Phase 9 
Appointments 

To Receive 
Saving Type 

Phase 11 
Quantity 

Installed / 
Supplied 

% of Phase 11 
Appointments 

To Receive 
Saving Type 

Difference 
Between 
Phases 

1 x Crystals 2,929 97% 2,957 98% 1% 

1 x Hose Gun 2,662 88% 2,431 81% -8% 
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At Least 1 x Shower Aerator / 
Regulator 

1,117 37% 1,362 45% 8% 

At Least 1 x Shower Timer 2,846 95% 2,807 93% -1% 

1 x Tap Aerator  522 17% 606 20% 3% 

At Least 2 x Tap Aerator  1,089 36% 1,530 51% 15% 

1 x Tap Repair  242 8% 740 25% 17% 

At Least 2 x Tap Repair  14 0% 16 1% 0% 

At Least 1 x Dual Flush 641 21% 704 23% 2% 

At Least 1 x Save-a-flush 822 27% 628 21% -6% 

1 x Normal Water Butt 1,473 49% 1,166 39% -10% 

1 x Slimline Water Butt 842 28% 1,129 38% 10% 

 

While plumbers attempted to install as many products as possible, there was always a 

drive to install products with optimum assumed savings such as multiple tap inserts, 

shower regulators and dual flush conversions.  The fit rates of all of these high saving 

services increased during phase 11 when compared with phase 9.  The products that 

contributed significantly to this increase are as follows: 

 Over 50% of properties in phase 11 had multiple tap inserts installed when 

compared with just 36% in phase 9, a difference of 15%. 

 Phase 11 achieved a significant 17% increase in the quantity of completed single 

tap repairs over phase 9. 

 Phase 11 saw an increase of 8% more properties receiving an installation of 

shower aerators or regulators than phase 9. 

From the information seen in Table 33 below, it is clear that these high saving products 

did attain some of the highest actual average savings across measured customers.  

Table 33 Average Saving per Product Installed 

Product 
Average l/prop/day 

Saving  Where 
Product Was Installed 

/ Supplied 

Average Percentage 
Saved Per Property Per 

Day Where Product 
Was Installed / 

Supplied 

Leaking Toilet 42.61 14% 

Dual Flush 37.05  8% 

Save a Flush 29.86 8% 

Eco-Flow Insert 32.43 7% 

Shower Aerator 31.48 7% 

Tap Inserts 29.57 6% 
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Water Butt 28.07 6% 

Hose Gun 28.03 6% 

Bath Measure 26.99 6% 

Taps Repaired 26.88 6% 

Water Crystal 26.82 6% 

Childrens Pack 29.26 5% 

Shower Timer 26.07 5% 

Basin Plug 25.41 5% 

Isolation Valves 23.28 5% 

 

The highest savings seen were from the 48 properties that had their toilets repaired 

indicating this service is crucially important to attain measureable water savings.  These 

customers saw an average saving of 94.5 l/prop/day, almost 4 times higher than the 

project average of 26.5 l/prop/day.  However it must be noted that this leaking toilet 

calculation may not represent the full leakage amount as it does not account for any 

leaks starting after the pre meter read was collected.  This possible shortfall in the 

savings is due to the calculation being an average of consumption across the large pre 

consumption period which may include a period where no leak was present meaning 

that the true savings achieved could in fact be greater than this. 

While tap inserts and the Eco-Flow achieved an above average saving, the isolation 

valves adjusted saved an average of 23.28 l/prop/day.  As adjusting isolation valves 

does not regulate the flow to a consistent level as many tap products do, this saving was 

left to the plumber’s judgement.  Tap inserts and Eco-Flow fittings reduced flows on 

average by 9 litres per minute while isolation valves saw an average reduction of 6 litres 

per minutes.  This reduction in saving was primarily due to the noise made by valves 

after a too intense restriction and the increased likelihood of a leak surrounding the valve 

when these are over adjusted.  It is clear that this 30% reduction on the measured flow 

rates is directly relatable to the near 30% reduction seen between the tap inserts 29.57 

l/prop/day saving and the isolation valves 23.28 l/prop/day saving. 

Although these isolation valve adjustments did not save as much actual water, they were 

however an important addition to the project as they allowed the plumbers to save water 

on 856 isolation valves where previously nothing would have been undertaken due to 

the unsuitability of taps.  This was a valuable contribution to the overall tap savings and 

proved to be a worthy extra effort which required very little additional time to undertake 

and helped maintain the levels of customer satisfaction.  

Savings associated with toilets remained relatively consistent with phase 9 with a 

marginal increase in savings attributed to dual flush conversions, although there was a 

6% decrease in the installations of Save-A-Flush.  The levels of savings achieved 
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through toilet products continues to follow the trend as with earlier phases that as more 

properties continue to have efficient toilets installed and newer build properties need 

fewer, if any, alterations, the projects attainable savings are reducing.  By developing on 

previous approaches and including new services such as the repair of leaking toilets and 

adjustment of isolation valves, H2eco has been able to deliver a saving to customers of 

26.5 l/prop/day which would have been considerably less without these developments.   

This collective saving of almost 80,000 l/day across the 3,008 participating customers 

contributes 16% towards ESW’s target to reduce per capita consumption by 0.26 

l/head/day across the catchment area.  Individually this saving represent a consumption 

per capita reduction from 129 l/head/day to 116 l/head/day after customers complete 

their H2eco appointment.  This level is substantially below the national average of 150 

l/head/day (from Defra’s 2011 calculations) both before and after appointments are 

untaken, indicating that customers are already partly water conscious when compared to 

the nation as a whole but can still make worthwhile savings. 
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5 Conclusions 

H2eco phase 11 was designed to draw on the best elements and experiences gained 

during previous phases to promote water efficiency and maximise customer 

participation.  This incorporated the whole town approach of engaging customers with a 

variety of services which offered free improvements to domestic, commercial and 

educational facilities within the town of Grays. 

The required target of 3,000 completed home water efficiency appointments would not 

have been achieved due to the surprisingly low response rate from the customers of 

Grays.  Only through the inclusion of the Corringham area and the undertaking of 

additional recruitment methods such as door knocking and further mailed media were 

the target number of booked appointments achieved. 

This response rate was consistently poor across both the Grays and Corringham areas 

when compared with previous phases and despite varying the invitation mail out 

approach, no clear reason was established as to the reluctance for participation.  Only 

through further analysis, careful examination of the project approach and dissecting 

customer responses can it be hoped that an indication of whether the participation issue 

lays with the invitation approach or simply in the targeted customers themselves.    

Despite difficulties recruiting customers, phase 11 successfully maintained and in some 

occasions exceeded the high standards set in previous phases.  Customer service 

levels remained high achieving a 99% satisfaction score from customer feedback and 

the project achieved a near 100% sim and GSS compliance.  These levels are 

attributable to invaluable experiences gained through previous phases and the inclusion 

of a proven plumbing team who form the back bone of a tried and tested process for 

delivering successful home water efficiency appointments. 

Phase 11 achieved a significant 26.5 l/prop/day measured savings across metered 

customers which is over four times that achieved during phase 9.  This success in actual 

savings is a clear indication that focusing on less affluent areas and therefore properties 

that are less modern and efficient can yield higher actual measured savings.  These 

achieved savings however would have been much lower had it not been for inclusion of 

leaking toilet repairs and isolation valves adjustments which helped reclaim savings from 

fitments that previously would have been unsuitable or out of scope.  Incorporating these 

new products and measures is more important than ever as customers are naturally 

upgrading old outdated systems and fitments with modern efficient alternatives which 

restrict the ability of an H2eco appointment to save water. 
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Table 34 Savings Summary 

Saving Type Total Saving (l/day) 

Average Saving 

(l/prop/day) 

Ofwat Assumed Saving 173,474.7 57.7 

Calculated Saving 188,600.5 62.7 

Metered Saving 45,783.7 26.5 

  

The core savings were achieved through the installation of tens of thousands of 

individual products and the important water efficiency messages conveyed by both the 

project media and the plumbers during the H2eco customer experience.  This is clearly 

supported by the gratitude expressed by customers in the variety of feedback received 

with regards to how customers felt the project had delivered a comprehensive service.  

Dissatisfaction again revolved mainly around the inability to fit products in properties, 

which expresses customer’s engagement with the project and their appetite to save 

water. 

The leaking toilet repair process proved to be a real success with the seamless 

integration of toilet testing into the existing appointment process.  Customers generally 

were happy to have a second plumber return to make repairs resulting in a 

supplementary service that helped attain some of the largest savings seen.  With 

refinement this process should become more streamlined and an important part of future 

H2eco appointments enabling a larger percentage of customers to benefit.   

As seen in previous phases, data management was successfully undertaken in 

compliance with all requirements in an efficient and streamlined process with reports 

and requests all delivered within required timescales.  The mobile workforce 

management system allowed all appointments to be monitored and reviewed allowing 

for a comprehensive process that focused on the delivery of both quality and health and 

safety. 

To summarise, H2eco phase 11 struggled to recruit the required number of 3,000 

customers in the target area of Grays and it was only through the inclusion of 

Corringham and additional recruitment methods that this target was achieved.  Currently 

there is no clear indication as to why customers felt less inclined to participate and only 

further investigation is likely to shed light on why both Grays and Corringham customers 

had drastically lower participation rates when compared with previous phases.  What is 

apparent from the results is that less affluent customers do live in properties with less 

modern water fixtures and therefore benefit the most from participation in H2eco 

although the best method for engaging these specific ACORN groups is yet to be 

established.  This however should not detract from the many successes achieved during 

phase 11.  With the high levels of savings attained from the completed appointments 

and the optimum level of customer service delivered, the results clearly show that even 

though customers were not forthcoming to take part, those that did participate saw a 
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significant reduction in their water usage and are benefiting from the financial savings 

associated.  These savings attained have yielded a significant portion of ESW’s annual 

measured savings target and using the recommendations in the following section, it is 

hoped that the next phase of H2eco will further exceed this phase’s achievements. 
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Recommendations 

Considering the information and observations throughout this project, there are a 

number of recommendations that should be considered and potentially implemented 

during the next phase of the H2eco series. 

Customer Recruitment 

A deeper analysis of pounds spent per customer needs to be undertaken to ascertain 

the most cost effective means of recruiting customers who eventually go on to 

successfully complete an appointment.  This should incorporate all aspects of the 

recruitment process including media and staff hours spent with associated costs that are 

undertaken to engage customers which will establish the most efficient means of 

customer recruitment.  

ACORN Category Influence 

As the phase 11 data indicates that a customer’s ACORN profile does not influence their 

decision to participate, further analysis of previous projects as well as feedback gathered 

from post project focus groups and non-respondent customers is recommended to 

ascertain the best approach to attract specific ACORN categories.  ACORN specific 

mailing and incentives should be considered where it is deemed to be beneficial to take 

up.  An in-depth analysis and comparison of all previous phases, customer ACORN 

groups and the achievements could provide a clearer picture of how the H2eco project 

has developed and allow for a more comprehensive planning process. 

Recommend a Friend Trends 

Analysis of the recommend a friend data clearly shows that the highest quantity of 

recommendations came from the customers who were offered £50, the highest value of 

money.  Offering such a high monetary incentive may not be economically viable to 

apply to an entire project and therefore it is recommended that further analysis of the 

results is undertaken with the research professors to establish best case and practicable 

incentive approaches for future projects.  

General Awareness Stalls 

Although the general awareness stalls contributed to the recruitment of customers to 

meet appointment targets, the success rate when compared with alternative means of 

recruitment such as door knocking, additional mailings and reminder calling was very 

low.   As recommended in earlier phases, if the decision to use marketing stalls as part 

of the recruitment process is taken then these should be actioned as close as possible 

to the delivery of the introductory mail out to maximise benefits.   

Door Knocking 

If door knocking is to be used in future projects then a more thorough approach must be 

utilised to ensure that greater care is taken to attain details of only customers who are 
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genuinely interested and less likely to opt out of booking an appointment later during the 

process.  It is also part of the door knocking recommendation that this option could be 

undertaken with the hand delivery recommendation outlined below for maximum 

efficiency and applicable cost savings. 

Hand Delivery 

The hand delivery of invitation media (as recommended on prior project phases) would 

allow a double benefit of ensuring customers receive the project media and a project 

member has the ability to explain details and answer questions at the same time.  This 

would allow savings from postage to be used towards the additional recruitment of 

customers on the door step helping to alleviate concerns and scepticism around the fact 

that the project, products and services are all free. 

Leaking Toilets 

In future phases a greater level of information should be recorded to establish the cause 

of leaking toilets and allow a deeper analysis of the types of toilets that are associated 

with faults.  An efficient method must be established to record the leak rates for toilets 

where the leak is not immediately measurable or access to the leaking area is restricted.  

In addition all plumbers should carry basic toilet repair parts to allow them to complete 

quick and simple repairs during the water efficiency appointment with the lead plumber 

only attending the complex or time consuming scenarios. 

Product and Service Enhancements  

As each phase progresses it is clear that modern and efficient properties and fitments 

are becoming more likely with customers continually updating their internal fitments with 

a more efficient alternatives.  With this in mind and the apparent slow reduction in 

attainable savings, it is recommended that research for a wider range of devices or 

services that the project can offer should be undertaken to continue to provide 

customers with as many water saving options as possible and to help maintain the 

highest level of savings achievable.  It has been proven that through the implementation 

of isolation valve adjustments and the repair of leaking toilets that these inclusions can 

help boost savings significantly. 

Remedial Website Information  

As recommended in previous phases, simple user friendly videos demonstrating the 

correct way to install, remove, service and maintain products could be made available 

on the project website.  This would be beneficial to any customers who have a certain 

product, especially those attempting any remedial work outside of their warranty period.  

This could also help encourage customers to participate and try certain products as it 

would be a good demonstration of how quick and simple the installation and removal 

process is should something go wrong or they change their mind about a product. 
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6 Appendices 

6.1 Appendix A - Pre Mailer Card 
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6.2 Appendix B - Introductory Letters 

6.2.1 Incentive Letter 1 
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6.2.2 Incentive Letter 2 
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6.2.3 Incentive Letter 3 
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6.2.1 Incentive Letter 4 
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6.2.2 Incentive Letter 5 
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6.2.3 Incentive Letter 6 
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6.2.4 Incentive Letter 7 
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6.2.5 Incentive Letter 8 
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6.3 Appendix C - Introductory Booklet 
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6.4 Appendix D - Tea Towel 
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6.5 Appendix E - C4 Envelope 

 



Essex & Suffolk Water 

Water Efficiency Retrofit Project 

 

 

 

 Mouchel   148 

Final Issue 1: January 2016 

6.6 Appendix F - Reminder Card 
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6.7 Appendix G - Appointment Confirmation & Reminders  

6.7.1 Appointment Confirmation Letter 
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6.7.2 Appointment Confirmation Email 
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6.7.3 Appointment Reminder Email  
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6.8 Appendix H - Details Incorrect Letter 
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6.9 Appendix I - Unable to Contact Letter 
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6.10 Appendix J - High Engagement Script 

 

  



Essex & Suffolk Water 

Water Efficiency Retrofit Project 

 

 

 

 Mouchel   157 

Final Issue 1: January 2016 

6.11 Appendix K - Product Guarantee Card 
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6.12 Appendix L - Recommend a Friend Cards 

6.12.1 Grays - Incentive Group 1 Card 
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6.12.2 Grays - Incentive Group 2 Card 

 

6.12.3 Grays - Incentive Group 3 Card 
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6.12.4 Grays - Incentive Group 4 Card 

 

6.12.5 Grays - Incentive Group 5 Card 
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6.12.6 Grays - Incentive Group 6 Card 

 

6.12.7 Grays - Incentive Group 7 Card 
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6.12.8 Grays - Incentive Group 8 Card 

 

6.12.9 Corringham – All Customer Card 
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6.13 Appendix M - Missed Appointment Card 
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6.14 Appendix N - Stall Application Form 
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6.15 Appendix O - Follow Up Survey 
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6.16 Appendix P - Satisfaction Survey 
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6.18 Appendix Q - Weekly Report 
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6.19 Appendix R – Additional Information Folder 
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6.20 Appendix S – Leaking Toilet Guarantee Card 
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6.21 Appendix T – Thurrock Council Mailing Letter 
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6.22 Appendix U – Corringham Invitation Letter 

 



Essex & Suffolk Water 

Water Efficiency Retrofit Project 

 

 

 

 Mouchel   175 

Final Issue 1: January 2016 

6.23 Appendix V – Isolation Valve Tags 
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6.24 Appendix W – Metered Customer Mailing Flyer 
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