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I get bill forecasts from my electric 
utility
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I get credit updates from Wells Fargo
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My home security system sends 
notifications
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Current engagement with my water 
utility….
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The New Norm

instant 
information

self-service 
resolution

personalized
communication

intelligent 
automation

actionable
insights
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Why should water utilities care?

•Municipal utilities are 

governed by local, elected 

officials

• Need constituent support for 

infrastructure investments to 

maintain system reliability
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130+ Utilities | 30 states
4M+ Accounts
12.5M End-use customers

About WaterSmart

UTILITIES PARTNERS TEAM

Electronic payments

Advanced 
Metering 
Infrastructure

Home Service 
Partners

WaterSmart dedicates itself to execution, 
delivering on 100% of our 
implementations

Founded in 2009, the WaterSmart platform surfaces actionable data insights for 
water utility staff and provides self-service solutions for end-use customers 
effectively reducing costs, improving operational efficiencies, and increasing 
customer satisfaction

Our award winning software is designed, developed, and delivered in the United 
States
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When do customers call?

Source: 2016 Utility Benchmark Report. Customer Self-Service. WaterSmart. 

My bill is too 
high
68%

Other
32%
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How to strengthen the customer-
utility relationship 
•Approach must be proactive
•Messaging needs to be timely and targeted
• Self-service resolution needs to be available
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Empower Customers with
Automated Alerts
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But what do they do next?
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95% of customers want to continue 
receiving leak alerts

92% 95%
90%

98% 96%

Utility 1 Utility 2 Utility 3 Utility 4 Utility 5*

Do you find leak alerts valuable and wish to continue receiving them?

Yes

No

Not sure

Utility 5 = AMR
Based on >2,000 customers at 5 utilities receiving WaterSmart leak alerts in 2017



WATERSMART SOFTWARE 14

78% of customers were alerted to a 
leak or other irregular use they were 
not aware of

50%

28%

13%

8%

Was this alert about...

A leak you were not aware of

Water use that was not a leak

A leak you were already aware of

Not sure
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ACCOUNTS:
16,131

STAFF TIME SAVED:
10 hours per week

RESPONSE RATE:
20 percent registration

Success Story
Glenview, Illinois

- Jody Ruiz
Resolution Center Supervisor

“We are extremely pleased 
with print leak alerts. It saves 
staff a lot of time and effort” 

Digitizing manual staff processes
Problem: Glenview staff was spending 10 hours each week 

manually notifying customers of leaks and had almost no 
customer emails

Solution: Glenview  began sending automated Print Leak Alerts

Outcome:     WaterSmart helped Glenview staff save 10 hours each 
week and convert 20% of Alert recipients to digital alerts 
in less than 3 months
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Strengthening relationship with self-
service 
• Customers empowered to 

solve their own problems 
with self-service tools 

• Call volume decreases, 
enabling utility staff to spend 
time on high value activities  

• When customers do call, 
more positive and 
productive conversations 
take place 
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Questions? 

Avril Dalin – Marketing and Sales Specialist
WaterSmart Software
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