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Presentation Notes
Structure
Intro to Weff
Targets
2015/16
2016/17 why target is 7 Ml/d and what that looks like
How we achieve this target – Weff Projects & Budget
Successes
SHVs (GIS MAP & CSAT) & Awards won
Properlair install and saving
Schools & ARK
Freebies & WEC
Wastage
NHH Case studies
Challenges 
Measured savings from 2017 (will impact savings as Assumed savings are currently much higher)
NHH freebie uptake was poor
Improving SHV material & WEC – now all improved
What we are doing to mitigate this risk:
Increasing Wastage Fixes (£0.5 /l compared to £1/L for other Weff projects)
Increasing NHH work through Smarter Business Visits
New projects and work this year
SBVs – Started June in Bexley
NHH Wastage – NHH Leaky loo fixes in Oxford from July
LAHA’s – Alice will be joining in July to focus on wokring with Housing Associations to roll out Weff in cost effective way
Incentives scheme
Weff Comms Strategy (CA to provide)



Per person —we are drier than Sydney!
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Customers’ preferences forwater resource options

Percentage of customers (%)

Challenge: Growing population
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Our Water Efficiency Programmes
Target 2016/17 = 7.5 ML/day

[gmarter Home Visits (SHV) — London & Thames VaIIey]
Thames ‘TAP App’ — improve customer engagement and data collection

Water Energy Calculator — Thames Water website, customer engagement

Weff Comms — Integrated comms strategy, multi-channel, devices & behaviour
Local Authorities & Housing Associations — devices, engagement, joint working
NHH water audits — AMR, retrofitting, installations and case studies

Smarter Business Visits — pilot scheme, aim to expand
[Thames Water Buildings pilots — Bathroom refurbishment. Industry case study ]
Free WEFF devices — HH & NHH freebies, trade portal

Water Efficiency Schools Programme (WESP) — engagement, AMR, retrofit

[Incentives Pilot — smart data gamification. non-financial rewards for water savings]
Wastage — pilot leaky-loo/tap fixes, aim to expand
Work with developers / new build

Faith & cultural Weff work streams
Other pilots and trials Thames

r
ey
e
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List of key WEFF projects/programmes.  (have highlighted the projects that have dedicated slides in this presentation)





Smarter Home Visits




Smarter Home Visits (SHVSs)

4.6

« Single largest water efficiency initiative

5.0

* In-home retrofit of water saving devices

* In-home personalised water audit and savings plan [ Score | VsLast

Weff CSAT 4,72 4ro.01

 Delivery in parallel with Progressive Metering Programme

« Every house that gets a new smart meter is offered a free SHV
 Delivery with Groundwork London (local env charity)

« Will compare Ofwat assumed savings to actual smart meter results
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SHVs include 
Fitting:
showerheads and shower saves
shower timers
Ecobetas
cistern displacement devices
tap aerators 
kitchen swivel taps

Fixing Leaky loos and dripping taps


The Smarter Home Visits - progress

o 2014/15 = 6,000 London homes, installing 16,000 water saving devices
o 2015/16 = 33,500 SHVs in London, Oxford & Newbury. >84K device installs

e 2016/17 = 23K SHVs so far, aiming for >55,000 SHVs in London, Oxford and
Newbury. London SHVs delivered in parallel with smart meter rollout.

 Wastage — offer free internal leak (‘wastage’) fix. Helped 2,250 households so
far this year, saving over 425K L/day

e Smarter Business Visit pilot............ underway!




Thames Water — ‘TAP App’

Interactive in-home engagement software

How many times do you use your . LGB
washing machine per week? . e : £ 84 00

0 - =
, = R | ENERGY COST
204 : i £ 0.00

What temperature do you _ = , TOTAL COST
generally wash your clothes at? '

A g0 o £

() 30° @ 400 () 60
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Our new App for helping households identify their water consumption and linked energy costs, then identify the best water saving device/behaviour changes for their household.  Operates on iPad and Android devices.  Thames and contractor staff will use the TAP App when in homes with customers.  Each customer will then get their own personalised water savings report.

Based on the Energy Saving Trust’s ‘Water Energy Calculator’  this will soon be on the Thames website, available for every one of our +9million customers to play with and download their very own personalised water saving report.




Smarter Home Visit — new report for customer

Your water report.

Armands Wikson
Current usage.

35 Westergate Road
SE2 O0R

Based on what you told us during your Smarter Home Visit on 020572016 we've put
together the following report.

Your general information

MHumber of people whe llve at your addrass: 2 ‘Wiater heating mathod: electricity

Your estimated household usage per year

Water to heat hot water
jcromen I IRTec) E‘L’-_‘m

107,805 litres a 2,016 kWh ¥

Thils about 1,348 balhhibs @ yed. “That's about 178 Ngivt bullbe & year:
11,348 e ————— - X179

Baszad on this usages, your housshold bilte should be about £257 per for watsr (Including your
standing charge) and about £210 per yaar for energy required to naaﬁ':r water.

Thaf's 8 combinad cost of around £507 a year.

What you could save per percon, per day

‘wat

B

1 t:urrant Tokal potential
iﬂmﬂar Hﬂpﬂ year
160 litres 147 litres

[Eaced on our vicE we think wouw could potsntially reduos your usage b 110 Frsc

[pewr peercon, per day quibs aclly and caes money 3t the Came S

'I.lﬂ-'h-ll-lllllll-_..

Your water report.
Current usage.

Here's what you are curmently spending based on what you told us. We've calculated
your potential savings based on you acting on our water-saving advice.

===
fwmier  mrargy conia
P puar Par yuar

2 Kitchen £173 £103 Your actions
‘Washing machine EER R ] l.':'l Ucs & bowl Incisad of a
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W% Bathroom £247 £32 Your actions
Shower EE1 B2 ‘ Redsee the time spent In the
Balh EXL E=i] =1 shower from 6 to 4 minuisc
Bink BB B
e = o S
chawing
T Outside £0 £0 Your actions
Sarden ED E= ] Mo cavings wars [deniified on
Car £0 £0 the vislt, but you might ctill be
abis fo caws mons. Uca our
anling salsulator to find ot

how, the link b balow.

Btanding connection charge EE7

£130 e
tramrscwater oo, ukcavewaiar

JWaterAid
Your savings can save lives.
oW o Seen how Much you £ould sawve, wity not donate: just £2 of £t money & month 1o heip save a chiid by giving the Ife saving

% of Clean waler? Please join us In helping Waleotid Bo save Ives. Donate of waterald org/ukihameswalsridcis
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These are snapshots from the TAP App’s water report.  Each is bespoke for the household.  Each customer will received their own personalised water report. 


Customer’s Online Account - MyMeter Online

Account: 7311560038 | FLAT 2, GUERNSEY HOUSE, 91, LONDON RD, READING, RG1 Manage accounts ]

5BB

Thames
Water
——

———

() Water usage history

Average daily water usage (litres)

Ho

120

HomeServe Cover 8

For £4.75 per month in the
first year with a £50 excess

My account My meter Help

- My usage

The date ranges displayed match the dates we collected your water meter reading

Similar property usage

Freebies

Take a look at our range of water-
saving devices that can be delivered
free to your door.

o
Browse our freebies |

TeOWErs only,

Find out more >

Terms and Conditions apply

| & Logout

@ My profile Edit |
In my household:

1 people

My house: ﬁ
Flat

@ My trends

Average d.aily water usage:
147 litres

My water usage: @@

High

Submit a reading

Keep track of your usage by letting
us know your meter reading.

Submit reading
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List of key WEFF projects/programmes.  (have highlighted the projects that have dedicated slides in this presentation)

In-Home Water Efficiency (Progressive Metering Programme):
The Progressive Metering Programme (PMP) will re-commence in Bexley and Greenwich later this year.  An intensive in-home water efficiency retrofitting / advice service will be offered to each household receiving a new smart meter.  In preparation for full-scale PMP rollout, the TW water efficiency team is funding an in-home ‘Smarter Home Visit’ (SHV) service for existing metered households in Bexley.  The environmental charity Groundwork, is delivering these SHVs to date, through their Green Doctors.  
 
After two months of SHV trials in Bexley, the current take-up rate is very high, at 67% of all homes targeted by door knocking and phone calls.  This is an excellent recruitment rate (normal door knocking would assume 25% uptake).  Nearly 700 homes have benefited from a SHV (as at Aug 7th)  This is mostly due to changing the delivery mechanism and offering visits immediately rather than just pre booking, plus targeting higher than average water users.
 
The SHVs are achieving an assumed water saving of >70L/property/day.  Work is being done to increase this saving further, with the introduction of ecobeta installs.  
 
The delivery of SHV on existing metered households (June-Nov), will also provide water consumption data, pre/post SHV.  This should provide actual water savings figures for retrofitting and behaviour advice activities.



e My profile Edit

Log out

Menu In my household:

1 people 9
Account: 6420332356 My house:
Address: 1 Chestnut Cres Newbury Flat o

Berks RG141LG

C e T
| < Back to My profile | My trends
- /

Average daily water usage:

Water usage story View in a table 147 litres

My water usage: e

190 - High
BEH
(4]

JS chart by amCharts
Submit a meter

Average daily water usage (litres)

reading
11 Nov 0SApr 08May 07 Nov )
13-05 14-08 %4 - _}4 . Keep track of your usage by letting us
4 M 4 M
hert udanll 1':w ° 15mr know your meter reading.
I 1y usage

=i~ Similar property usage

( Submit reading )
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List of key WEFF projects/programmes.  (have highlighted the projects that have dedicated slides in this presentation)

In-Home Water Efficiency (Progressive Metering Programme):
The Progressive Metering Programme (PMP) will re-commence in Bexley and Greenwich later this year.  An intensive in-home water efficiency retrofitting / advice service will be offered to each household receiving a new smart meter.  In preparation for full-scale PMP rollout, the TW water efficiency team is funding an in-home ‘Smarter Home Visit’ (SHV) service for existing metered households in Bexley.  The environmental charity Groundwork, is delivering these SHVs to date, through their Green Doctors.  
 
After two months of SHV trials in Bexley, the current take-up rate is very high, at 67% of all homes targeted by door knocking and phone calls.  This is an excellent recruitment rate (normal door knocking would assume 25% uptake).  Nearly 700 homes have benefited from a SHV (as at Aug 7th)  This is mostly due to changing the delivery mechanism and offering visits immediately rather than just pre booking, plus targeting higher than average water users.
 
The SHVs are achieving an assumed water saving of >70L/property/day.  Work is being done to increase this saving further, with the introduction of ecobeta installs.  
 
The delivery of SHV on existing metered households (June-Nov), will also provide water consumption data, pre/post SHV.  This should provide actual water savings figures for retrofitting and behaviour advice activities.






Thames Water bathroom pilot




Practising What We Preach
Clearwater Court bathroom trial

* Propelair WCs
o Cistermiser urinal sensors
o Cistermiser sensor taps

* Pre-refurb water use was
already reasonably
efficient

e 83% water reduction

Water efficiency case study

Clearwater Court bathrooms

Background

In June 2015, we stared a water efliciency al at
aur Clearwater Court affice In Reaang. Tha 2im
was [ devalop & bast practice Dalfroom case
Sludy for DUEINess CUStomers. We made tha
iollowing changes in & men's and women's
athroom:

+ Replaced the exlsting duak-flush tollets with
Propalalr models using only 1.5 e s per
flush

«+ Replacad axlsHing taps wish Clstermiser
SeNSOT tAps, Set &t 15 Ires per mimse flow
ra®e and 2ight seconds duration.

+Replacad the exIsting urinal sensors wih
Clsiermiser sensors set at 05 lires per flush,
sl flushes per hour and seven days awesk

Wi Installed water maters an &l hot and coid pipes
to capiure bafore and aftar wsage results.

The Resulis
The bathroom refurbishment achieved an overall
wailer saving of 83 per cent — 11,626 Fras par day
or mare fhan 606,000 lires par year basad on
AEraps use.

The Propelalr toilets reduced water use by 0.7 per
cent, the Eensor (5pE 59 par cent and the uinal
sansors 30,7 per cant compared with iha previous
fittings. These reductions aguale 1o &n average
sawing ol more than 3,000 Ifires per person over &
year. Gwven thal the previous fitlings were
considarad efficient, the refurbishment represents &
vas! Improvemeant.

It &l of the Chagsw ater Cowrt bathrooms were
rafurishad LEng Propelar tolsts, sansor taps
2nd urindl sansars, it could save 4.3 millan lres
of Walar per year — 8 projectsd annual cost 5avng
of £9,050.

‘Waber e gar devion per wesk

B

PEd

Wl o o g o ek

-

W vl Togw
W Projacias old bathrone grAmer U - prs refacd g Waner use - e it




Clearwater Court & Walnut Court Savings
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Water efficiency case study
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Incentives Pilot




New stuff - Incentives Pilot

17

Business Plan commitment to test innovative tariffs

Will test ‘Incentives’ first

Working with Green Redeem - successful recycling platform
3,000 homes in Reading — fixed-area network
greerredeem @z
Points will be given every week |

based on reductions in water use
against baseline

Eanpoints | Spendpoints | Onthege | ¢

R} Your household water usage

Last week you
used 940 litres 13.2 x @

E= Your activity

You have ] 0,240 points

Points can be used for retail S ——
e - =
shopping discounts or prize e 32 e
draWS usg(;;:ﬁ?;zoxeek 14-6 % @ Donated 3250 polints
l_:‘ Your community water usage Entered & prize draws

A saving this week o
of 42,960 lires 3420 x @ Saved £452

Smarter meter data and Green

@ greerredeem ~
- 1 € forw sasconds ogo.

Welcome baock, you have:

worcs

Y

Stay this Mw. 10 O (;‘-qnne. £1 off Each Pln.

Something different

0000

.........

Pledge fo have shorter showers
+30 points

Enter prize draw
100 points

20% Off water saving devices
50 points

Donate points to projects
50 points

Redeem platform will enable

Compare your recent water usage with other person households:

reg u I ar an d I nte raCtlve |?f-', If you keep up the great work, you could save up to 1664 litres per year - that's 33 bath tubsl!
w.

engagement on water savings

Your Average —— Average 4 person dwelling

You are using less than
expected, well donel
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Incentives Pilot - Wider retail involvement.

Water Efficiency: Increase water efficient behaviour in participating households by delivering incentives and targeted educational material
Digital: Opportunity to integrate with digital systems in future to link with OAM and My Meter Online 
Brand: Opportunity to create an on-brand platform which aligns with new guidelines
Corporate Responsibility: Create closer links to local businesses and charities through reward partnering
Customer Experience: Benefits to wider team through positive customer interaction and benefit to CSAT scores



Incentives Pilot — ‘Beta Test’

Engagement will introduce scheme, distribute an ‘instant reward’ leaflet

e Call 150 households e Door-knock 150 households

* Will adopt successful engagement for full pilot
 If successful - potential rollout for smart meter households

Thames
Water
S
18 il



Incentives Pilot - Customer Journey

1st |etter Register your account Customer’s Dashboard

Ewording ARSIV, You
Your reward scheme. greenegggm @ e

Rewards

We've teamed up with Greenredeam, to offer you rewards when you save
water. Clalm free coffees, discounts at local attractions and offers for
restaurants close to you, enter prize draws and donate points to charity

coming soon.

Wistt Greenredeem.co.uk/thameswater and enter
i e vt ey s Unique PIN
give you up to 150 bonus points when you
register, so you can claim rewards straight away. 0123456

@ What's new

We'll soon be launching a new incentive
scheme for metered water customers in
selected areas of Reading, rewarding

How to save.

1 Register your account.

vou hove 10,240 poins @ Pladge lo have shoror showars

Snce baing o mambser you have:

Log oo Greenredecm, couk! water per year, which would equate ta Eoming you 250 points

you whenever you save water. thameswater and useyourunique ;5,000 points. With rewards storting at XXX Sl ot fice
pin to create an account. points, you could be claiming naw rewards = Ordamd 32 mwards s
As well as saving money by using less water, you'll have ee . avery month. On averge y
. se less water. D40 lilr
the opportunity to eam paints which can be exchanged for Take steps to reduce your water Your Greenredeem account. s e Donated 3250 points 20% O waber saving devices
rewards exclusive to Reading, You could claim money off at the 2 use. follow our handy hints and Once you're registered you'll have access to 80 polnh
local coffee shop, discounts at local leisure centres, offers for tips to learn how to save aven an online account where you con see how
restaurants close to you and the option to enter prize draws or more. z'jx:’::’;m’“"“""g points you've earnt. Entocad & prze drows
donate your points to charity, Check your savings. @ ‘Doww_ : ‘Inohh o projech
Every week we'll update your Claim your rewards. ~ RPN
We'll be writing to you again soon and visiting homes in your 3 account with detals of your We've selected rewards unique to you in saved £452
area with instructions on how you can join our scheme and start ‘savings, and the points you've Reading, by partnering with local businesses.
sewing, Find out more by visiting: eamt. The rewards you could daim indude:
Redeem your points. e Buy any rem of food and recenve
Choase how you want to spend free coffee 50 points.
Greenredeem.co.uk/thameswater 4 m"f:m“ﬁmm,; Al el It you keep up the great work, you could save up fo 1664 litres per year - thal's 33 bath tubs!
yourself, or donate to one of our Buy one, get one free on al =
hary partners, e coffees 50 points, ‘* Compare your recent water usage with other person households:
= We'll calculate how much water you use in e Child swims for free with one.
greeﬂedeem B an average week and for every 10 lires of paying adult 30 points.
g ocfon &= water you save you'll som one point. We
E predict that an average household of four Bring afriend for free to a group
people could save up to 50,000 litres of exercise doss 60 points.

11 O0T

You are using less than
expected, well donel

19



Incentives Pilot - WebS|te

greerredeem

reswaiclin

1|"I||'|'F-Et is Tl'ram es Water
doing in your area?

4 results

20




Incentives Pilot - Customer Dashboard.

Usage displayed

in relatable terms

Gauge displays

visual feedback
on weekly use

Keep track of

water use every
week

Earn points | Spend points

Greener Living \

Search

Q-

Thames Water and Greenredeem are working together to help you save water and money.
Check your progress in the account summary below:

R} Your household water usage

Last week you
used 940 lifres

13.2 x

On average you
use 960 lifres a week

14.6 x

By saving water,
you've eamed

250 points

You're using less than
expected, well done!

E= Your activity i

@ What's new

You have ] 0,240 points

Since being a member you have:
| Ordered 32 rewards

: Donated 3250 poirts

| Enfered 6 prize draws

Pledge to have shorter showe
+30 paints

&#PT_ Enter prize draw
Yy 100 points

20% Off water saving devic\
50 points

Donate points fo projects
50 points

f.f.: If you keep up the great work, you could save up to 26,845 litres per year - that's 33 baths of water
Compare your recent usage with the average usage of other households your size:

Your Average —— Average 4 person dwelling

Your community o
water usage

A saving this week
of 42,960 litres

3420 x

[y tovacs | ety sy | ctomccan | ity | sccom s |

View and print your rewards

Dirréror A

Prdn

Al T Nedn s

See how much
you've saved

Alerts to new

activities/rewards

Compare water

savings with rest
of the community




Incentives Pilot - Rewards

In

gree nedeem -”_-'.JS.'SC- ciation T&%Te?-s
rewarding action with ——

Earn points Spend points | Greener Living

Last Chance %

rﬂ». ) A S . ' - kgl A
h.:- . 4 - B b9 Other Categories

Restaurants [ @ \ Entertainment §
& Takeaways = & Recreation ~ Please Choose I

What's New What's New Featured Reward Something Different

Add Tete de Moine AOC % off when you spend 18% off all orders £15 off The Deluxe Fsh
to your basket and get £80 or more Pack Now Just £29
10% off full order

- Co




Incentives Pilot - Donate to Charity

I
greenedeem C?SSDCiCI’fi-‘:Jﬂ
rewarding action with

Earn points

23

Donate your poinfs fo help these two great charities achieve a grant of £1.000 each towards their
by being waier efficient, we will tum that into £1 donation.

Click below to find out more about these two amazing projects. Termmns and conditions apply click |

UFTON
Donate ey Ufton Court £0

Points <r q g}ﬂg Educational Trust

ated so
b ¥ G4 S donated so far

oo JdWaterAid waieraid £0

Points
donated so far

WaterAid

200 points

equals pal Donate Poinis
£1

Target: £1,000

View Website: htp://www.wateraid.org/uk

Every day, almost 900 children under-five die from diarhoeal diseases caused by dirty water and poor
sanitation.

Your support will enable parents to protect their children by giving them access to clean, safe water
and the chance to build proper toilets. And by feaching members of the communify about the best
ways fo stop the spread of diarhoea, parents can pass their leamings on from generation fo
generation.

Here is what your donafion could achieve:

- Help build a well so children around the world don’t have to drink filthy river water that's teeming with
parasites, bacteria and animal waste.

- Put tops and pumps in the heart of a community - daily freks to the river with a heavy jerry can are
fiing and leave little fime for school or work.

- End the threat of diarrhoeal diseases, which kill 900 children every day.

And for every £1 you donate, this is how we will spend if:
- 78p on transforming lives with safe water, toilets & hygeine

- 21p on fundraising
- 1p on govemnance



Thank you
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