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San Antonio Water System
• 1.8 million served water & wastewater
• Produce and deliver water
• Over 500,000 accounts
• Diverse Customer Base

– 71% volume residential (indoor & outdoor)

– 23% volume commercial/industrial
– 6% volume commercial landscape irrigation

• Conservation Drivers
– Fast growing region
– Drought prone with strict aquifer regulations
– Part of San Antonio culture
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General to Data-Driven Marketing
Personalized messaging is more meaningful

• Bill Insert – message to all customers
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Generic Marketing

• Choose a neighborhood
– High Use
– New
– Etc.

• Send mail to “Residents of 
Stillwater Ranch”

Irrigation Consultation Sweeps
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Personalized Marketing
Data-Driven Messaging
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Personalized Marketing
Data-Driven Messaging
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Winter Averaging 
Campaign Style Messaging

47% Open 
Rate on Email

Newsletter 
Article

Bill Insert
& Press Release
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Winter Averaging
Campaign Style Messaging
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High Consumption Hot Spots

• Heat map shows a trend of the 
total population

• Colors represent point density 
related to the percent increase 
in consumption

• Areas lacking color tend to have 
homes more spread out

Can we reach customers before they need to reach us? 
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Irrigation Controller
Extra start times can add up to a surprising amount of water



March 30, 2021 Page 14

CTWC Symposium

WaterSmart

Winter Averaging
Campaign Style Messaging

Texas Public Radio 
Web Ad
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WaterSmart and Random Control Trials

• First Year Pilot
– Random control trial
– 10,000+ high use customers 

and low-income customers

• Now, open enrollment for 
past (almost) 2 years
– 45,000+ active recipients in 

past year
– 10,000+ registered for portal

Additional Ways to Reach Customers
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WaterSmart Pilot
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Flow Sensor Pilot Program
Your water use at your fingertips

• Real-time monitoring of water 
use

• 40,000 invited to participate

• Over 50% of customers 
immediately found a leak

• Seeing savings of 500 
gallons/month since customers 
installed the device 
(~12 months ago)
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New Marketing: Flow Sensor Rebate

Did you know swimming pool owners face 
larger risk for unexpected high water bills? 
Pool pumps and fill valves can malfunction 
resulting in enormous water costs.  

Did you know that damage from water leaks in your 
home plumbing is more common than damage from 
theft or fire? 
Both small hidden leaks and sudden pipe bursts are a 
danger to the investment you have made in your home..
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New Marketing: Flow Sensor Rebate

4,396 customers 
with pool & 

>=$350,000 house

1,789 customers 
with email

453 receive print 
message about 

their pool

447 receive print 
message about 
their investment

443 receive email 
about their pool

446 receive email 
about their 
investment

2,607 customers 
without email

1,295 receive print 
message about 

pool

1,312 receive print 
message about 
their investment

3.3%

2.2%

2.7%

3.8%

2.0%

2.2%
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Let’s Talk Engagement
6,600 invitations sent through email and print mail

Lower Response Rate, but 
we Capture New Emails

Quick Response Rate, 
Easy to Send Reminders



WaterSmart Reports

Flow Sensor Rebate

Smart Controller

Irrigation Consults



Follow Up?
Email us for more details 
on our program designs 
& pilot programs

Martha Wright
martha.wright@saws.org

Sasha Kodet
sasha.kodet@saws.org

mailto:martha.wright@saws.org
mailto:sasha.Kodet@saws.org


Martha Wright
Conservation Resource Analyst

Sasha Kodet
Conservation Planner

Click-Through to Conservation: 
Using Data to Drive Customer Engagement

CTWC Symposium
March 30, 2021


