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Agenda

• AMI Introduction and Overview
• AMI Use Cases for Conservation:

• Customer-side Leaks
• Metering Accuracies
• Theft
• Customer Engagement

• Questions & Answers



What is AMI?

• Advanced Metering Infrastructure or AMI is an 
integrated system of advanced meters, 
communications networks, and data 
management that enables two-way 
communication between the utility and 
customers.  It provides customers with near 
real-time information to make more informed 
decisions about water usage. 



How AMI Works



Non-Revenue Water Loss



Customer-side Leak Detection
• Advanced meters can detect:

• Continuous leaks
• Burst pipes

• Important to define the rules of engagement 
with customers:

• How will you contact them?
• What permissions do you need?
• Will you continue to provide leak adjustments?
• What’s the liability if you don’t communicate?



Customer-side Leak Detection
• What tools will you give your 

customers to help them?
• Troubleshooting and video tutorials
• Rebate programs
• Estimated savings

• 10% of homes have leaks that waste 
90 gallons or more of water each 
day, according to the EPA

Courtesy: WaterSmart



Customer-side Leak Detection
Park City Case Study:
• 7,558 leaks detected in the first 3 months for 5,200 

accounts
• 70% closed within 10 days of the notification.

• Provided automated notifications with troubleshooting 
information i.e. How to identify a leaky toilet

“Our customers are really happy that we can now give 
them real-time leak detection” - Jason Christensen, Water 
Conservation IT Coordinator, Park City

Source:
WaterSmart



Metering Accuracies
• The mass meter change-out that accompanies 

AMI will remove all old (and potentially 
inaccurate) meters from the field.

• The AMI system itself will track new meters and 
will alert the utility to meter inaccuracies.

• MDMS algorithms will alert when a meter’s accuracy 
is decreasing over time.



Theft
• Advanced meters can detect tampering and 

suspect theft 
• Cut wire
• Reverse flow
• Unexpected usage
Unauthorized consumption= unaccounted for water 
and is part of water loss calculations

• Setup your policies and have appropriate fees 
for tampering and theft 



Customer Engagement
• Meet them in their homes, at their place of work…. 

And especially on the go!
• 74% of American adults own                                                            

a smartphone and spend                                                     
nearly 2 hours a day on it. 

• About 90% of that time is                                                           
spent using mobile apps.

Sources: https://www.emarketer.com/Article/Smartphone-Apps-Crushing-Mobile-Web-
Time/1014498
http://www.smartinsights.com/mobile-marketing/mobile-marketing-analytics/mobile-marketing-
statistics/attachment/percent-time-spent-on-mobile-apps-2016/

https://www.emarketer.com/Article/Smartphone-Apps-Crushing-Mobile-Web-Time/1014498


Customer Engagement
• More and more utility customers are looking to be digitally engaged.
• Customers want mobile apps and web-portals that are a essentially a “one 

stop shop.”
• See how much water is being used every hour
• Look back and see trends
• Compare against peers
• Set goals for conservation and billing
• Get alerts for leaks
• Sign-up for rebates
• Receive news from the utility
• Make payments easily from any device

• Traditional print media is still necessary, but customers are looking for 
their utility provider on social media and other not traditional forums.

• Utilities were reactive for so long…. But in a digital era we finally have the 
ability to communicate proactively with our customers! 



Customer Engagement
City of Folsom Case Study: 
• Mobile Engagement and Social Norming 

Reduce Water Usage By 6-12%

Source:
Folsom Case Study by DropCountr

“I’ve used Dropcountr on a daily basis for the 
past 3 years and found it to be a critical tool in 
assisting our residential and commercial 
customers with … conservation goals. The 
feedback from Folsom residents has been 
positive and enthusiastic since they are now 
able to monitor their own water usage.” –
Christina Perez, Water Management Specialist, 
City of Folsom



Conclusion

• Building your conversation portfolio needs to be 
a multi-pronged approach

• AMI is a useful tool for conservation initiatives 
• Customer engagement and participation is 

powerful



Any Questions?
Thank You!

Nicole Griffin, Manager, UtiliWorks Consulting 
ngriffin@utiliworks.com (225) 372-7042

Chase Berenson, Associate, UtiliWorks Consulting 
cberenson@utiliworks.com (225) 372-7039
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mailto:cberenson@utiliworks.com
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