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®

Brett Foreman, Client Solutions
bforeman@watersmart.com

Modern Communication for Today’s 
Always-On Customer

PNWS-AWWA Annual Conference
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Agenda
• Introduction of WaterSmart
•Always-On?
•Digital tools
• Targeted group messages

• Automated messages

•Questions?
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90+ Utilities in 19 states
4M+ Accounts
12.5M End-use customers

About WaterSmart

UTILITIES PARTNERS AWARDS

Electronic 
payments

Advanced 
Metering 
Infrastructure

Home Service 
Partners

2016 World 
Economic Forum 
Technology Pioneer

B Corp Best for 
the World Winner

2012 Global 
CleanTech 100 
Winner

The WaterSmart customer engagement and data analytics 
platform makes the lives of utility managers easier by reducing 
costs, protecting revenue, and improving customer satisfaction.

Our award winning software is designed, developed, and 
delivered in the United States.
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I get bill forecasts from PG&E
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I get credit updates from Wells
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My alarm system sends 
notifications
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Hey Deb, send me your water 
company e-bill?
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Customers expect more from 
their Utilities

instant 
information

self-service 
functions

personalized
communication

intelligent 
automation

actionable
insights
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You think I’m talking 
about her…

how can utilities 
take advantage?
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But, really, 
I’m talking 
about her…
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Opportunities in water

• Focus on entire customer 
relationship

• Use multiple channels: print, 
email, voice, SMS

• Timely, targeted, and 
personalized 
communications

• Combine automated & 
manual outreach

OLD APPROACH NEW APPROACH

• Sole focus on billing

• Reliance on bill inserts

• One size fits all approach 
for communication

• Waiting for customers to 
call in
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Top Devices

419,410 Group Messages sent

Includes email, text, and voice
(May 2016 – December 2017)
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What is a group message?
Targeted
• Segment customers by characteristics, 

location, or build a custom list

• Integration is important

• Easily exclude customers who shouldn't 
receive a message

Channel selection
• Email, text, voice, paper? What is right for

the subject matter

Message creation and sending
• Include personalization variables to make 

your message more relevant

• Send thousands of messages in a few clicks 

Tracking
• Open and click rates; voicemail or person

• Customer interactions and results, call backs
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Power of alerting to drive 
operational efficiency
•Mid-sized community in 
Oregon east of the Cascade 
Mountain Range
•Previously, Utility staff 
would contact more than 
300 customers who had not 
paid their water bills
•Past due notifications by 
automated voice call 
reduced the number of 
customer shutoff visits by 
30%
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Top Devices

“Using this notification method diverted all 

but 4 calls from our night answering service.

…administrative staff time was reduced 

compared to what we have spent on other 

similar events in the past!”

Rincon Del Diablo Municipal Water District
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Top Devices

“Sharon has been using Group Messenger 

coupled with the List Polygon tool to let 

customers know (in phases, geographically) 

of upcoming line flushing and brown water.”

Sharon Water Department



WATERSMART SOFTWARE 18

ACCOUNTS:
14,000

EMAIL OPEN RATE: 
50%

INCREASE IN CUSTOMER 
SATISFACTION: 
28%

Targeted, Timely Group Messages
• The City of Davis needed to test water samples in 

homes built from 1982-1986, per US EPA’s Lead 

and Copper Rule. 

• WaterSmart provided a targeted list of homes that 

met construction age criteria to allow the city to 

bulk email affected homes with water testing 

information. 

• Davis achieved a 50% open rate and saved hours of 

work compared to the manual process prior to 

Group Messenger.

Partner Story
Davis, CA

Richard Tsai
ENVIRONMENTAL RESOURCES MANAGER

“Group Messenger is 
really simple to use. We 
can easily target the 
right customers for our 
Water Quality Testing 
program while tracking 
open and click rates.”
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Top Devices

Higher open rates than industry average

Across all industries, the average open rate in 2016 was 25%

30%

46% 49% 50%
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Automated, event based 
communications
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Have you heard about San 
Diego?

NEW SMART METERS COMING TO SAN DIEGO!
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Have you heard about San 
Diego?

NEW SMART METERS COMING TO SAN DIEGO!
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AMI Implementation Faces Rebellion

• Forced to spend additional $400K on new meter 

testing equipment

• The water department and city council have been 

challenged in multiple public meetings on the 

accuracy and fairness of their new meters

• High causes included:
• Leaks

• Inaccurate manual reads 

• Register/multiplier issues

• People jumping on the band wagon.

Missed 
Opportunity
San Diego, CA

Barbara Bry
SAN DIEGO CITY COUNCILWOMAN

“My office has started 
receiving complaints 
from customers detailing 
their skepticism…This 
trend is hampering our 
efforts to restore trust in 
our Public Utilities 
Department.”
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Water utilities are meeting the 
demands of today’s consumer
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Questions?

bforeman@watersmart.com


