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WHY IT MATTERS
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Water use and efficiency is a critical component of  

our operations and is important to our customers. By 

increasing water efficiency, we can realize such benefits 

as reductions in operating costs, energy consumption 

and source water preservation. Water Efficiency is a 

solution for an array of water industry problems including 

customer conservation, resiliency, rates and regulatory 

affairs, among others.

In our own operations, our greatest opportunities to 

increase efficiency include optimizing our own water use, 

minimizing water loss through prevention of leaks and 

breaks and maintaining infrastructure. We also work with 

our customers through education, tools and technology 

to empower individuals to make their water use more 

efficient and sustainable.

Water Use & Efficiency
OUR APPROACH
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Policies
American Water’s Environmental Policy helps incorporate 

environmental leadership across the organization.  

The policy guides our commitment to compliance with 

relevant environmental laws, regulations and standards, 

sustaining the environment through responsible business 

practices and using natural resources, including energy, 

effectively and efficiently. We regularly review and update 

our Environmental Policy, as necessary. We most recently 

updated our Environmental Policy in 2021.

In 2020, we updated our Non-Revenue Water and Water 

Loss Reporting Practice, which helps us standardize  

the quality and consistency of our Non-Revenue Water 

reporting. We designate total water losses and any 

unbilled consumption within our distribution system as 

Non-Revenue Water. Using a standardized and efficient 

methodology to report Non-Revenue Water is not only 

important for identifying and minimizing water loss, but  

is also critical for budgeting, managing the needs of our 

customers, tracking our business growth and planning 

our future capacity. The practice also recommends 

annual water audits for our state subsidiaries, the 

results of which we can use to identify and prioritize 

investments that prevent and mitigate water loss.

DOWNLOADS

 Environmental Policy 

https://s26.q4cdn.com/750150140/files/doc_downloads/esg_docs/Environmental-Policy-06-2021-AW.pdf
https://s26.q4cdn.com/750150140/files/doc_downloads/esg_docs/Environmental-Policy-06-2021-AW.pdf
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Supplier Environmental Expectations

When selecting vendors to conduct business with, we  

will consider their environmental stewardship policies, 

practices and programs in our selection. We strongly 

encourage our vendors to: 

 ■ Comply with local, state and federal government 

environmental regulations;

 ■ Focus on a strong safety culture and safety 

management programs;

 ■ Have an Environmental Policy or similar commitment 

focused on sustaining the environment through 

responsible business practices;

 ■ Promote environmental stewardship in business 

operations, business offerings and investments;

 ■ Invest in the community; and

 ■ Show they have adopted other environmentally 

sustainable practices.

Our Supplier Code of Conduct outlines additional 

environmental standards and guidance for our suppliers 

to follow. American Water also implemented our Supplier 

Management Practice in 2020, which guides our new and 

existing supplier relationships to align with our values  

of safety, trust, high performance and environmental 

leadership. As part of this practice, we conducted a 

benchmark assessment of suppliers’ sustainability  

risks, programs and performance in the following areas:

 ■ Sustainability certifications

 ■ Sustainability policies

 ■ Circular economy

 ■ Carbon offset programs

 ■ Energy savings programs

 ■ Water savings programs

We will use the results of this assessment to guide  

our supplier sustainability strategy and management 

moving forward. 

Governance
Our Chief Environmental Officer is responsible for 

American Water’s environmental performance. Our  

Chief Operational Excellence and Safety Officer  

oversees water use and efficiency performance through 

the Engineering and Operations group. At least quarterly,  

the COO and Safety, Environmental, Technology and 

Operations committee receive a performance update  

on water use and efficiency. The Safety, Environmental, 

Technology and Operations Committee also monitors and 

reviews environmental policies, practices and strategies, 

including environmental stewardship, water conservation 

and regulatory compliance.

We recognize that as a core value of our business,  

we must practice environmental stewardship at all  

levels of the organization. American Water has a Water 

Efficiency Committee that works across our business  

to collaborate on water efficiency efforts and best 

management practices. We also use our O&M efficiency 

target to link employee incentive compensation, including 

our union-represented employees, in part to the efficient 

use of natural resources. Improving water efficiency 

helps us to reduce our own operating expenses and 

allocate more resources towards capital investments 

that benefit our customers.
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Acoustic Monitoring &  
Leak Detection Devices
Monitoring sensors help us proactively determine, 

evaluate and pinpoint possible leak locations. We place 

advanced acoustic monitors throughout our distribution 

systems, including transmission mains, to listen for the 

presence of leaks by capturing the speed at which sound 

travels through a pipe. When our teams detect any peak 

in the sound, we can identify the point of interest. 

In 2016, New Jersey American Water began a program to 

automatically monitor for water pipe leakage in multiple 

water networks. Automatic leak monitoring systems  

can increase water security, improve water service and 

save money. The system includes a monitoring device, 

installed directly onto a standard fire hydrant cap, which 

collects sound data from the hydrant for leak detection 

analysis. After the data is processed, leak alerts are 

sent to American Water teams to investigate the leak 

and if necessary, begin the process of repairing the leak. 

In October 2020, this technology alerted our teams  

at New Jersey American Water to a small, consistent 

peak in sound on a major 66-inch transmission main,  

a line that services a large number of customers in the 

South Jersey Tri-County area. After placing the loggers  

on nearby valves, our internal leak detection team 

implemented an overnight survey recording the sounds 

traveling through the pipe. Software received the 

recording and provided the team with the location of  

the leak by measuring the distance from those loggers.

By proactively identifying the leak, New Jersey American 

Water was able to identify, isolate and repair the  

leak with no impact to customer service. Being able  

to proactively identify leak points and plan repairs 

decreases the number of main breaks and service 

outages while also saving costs.
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Zero-Discharge Hydrant  
Flushing Technology
We recently enhanced our water efficiency and conservation efforts using a zero-discharge hydrant flushing system  

at certain American Water operations. This technology allows American Water to flush potable water distribution  

mains while conserving more water than conventional flushing, leading to improvements in water quality and 

diagnostic capabilities, as well as reductions in water waste and energy conservation.

On average, one zero-discharge unit can flush one mile of main per day and 100% of an average (population  

of 40,000–60,000) city’s water mains per year. A city with a population of 100,000 and one zero-discharge  

hydrant flushing unit could flush 50% of its distribution system each year, which would still yield enough  

savings through the reduction of water loss to pay for itself in approximately five years.
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Technology & Efficiency
103-2

Technology is an important tool that helps improve our 

water efficiency. For example, advanced metering systems 

and remotely operated sensors allow us to monitor 

vulnerable infrastructure for water breaks and/or leaks 

and assess the condition of our pipeline to prioritize 

replacements for pipes at high risk of failure. From 

2015–2020, we replaced an average of approximately 

340 miles of pipe annually, helping us to minimize water 

leakage and keep our water loss to a practical minimum. 

From 2021–2025, we anticipate an increase in pipe 

replacement to approximately 450 miles per year.

Additional technologies improve our ability to monitor our 

distribution system, prevent and mitigate water loss and 

provide industry-leading service for our customers.

 ■ Continuous Acoustic Monitoring of Water Mains  
via Hydrants: We place leak detection sensors 

throughout our distribution system to record the 

sound patterns in our infrastructure. Our trained 

staff analyze the recorded sounds and patterns to 

detect smaller leaks before they are visible above 

ground as larger leaks.

 ■ Satellite and Sensor Technologies: We use satellite 

imagery that has algorithms to detect signatures of 

subsurface chemically treated water. Drones and 

other sensors can leverage infrared and spectral 

technology to detect leaks. We also use electronic 

sensors, such as in-pipe drones or probes, to 

identify cracks, deterioration or other weaknesses  

in a pipe.

 ■ Improved Pressure Control: Pressure fluctuations 

within pipelines can lead to increased stress,  

and potentially leaks or breaks when not properly 

managed. By improving our pressure control 

systems, we can optimize pumping efficiency and 

prevent unnecessary stress on our infrastructure.

 ■ Smart Distribution Systems: We can minimize  

water loss and improve water quality throughout  

our distribution system by installing automated 

flushing devices that optimize the frequency and 

duration of flushing.

 ■ AMI: AMI provides our teams and our customers  

with real-time water usage data to proactively identify 

leaks or understand opportunities for water efficiency. 

 ■ Zero-Discharge: Through innovative and efficient 

practices at our surface water plants, most of  

our large plants and all of our newer plants,  

recycle water used for filter backwashing and  

other plant operations.

Additional technologies improve 
our ability to monitor our 
distribution system, prevent  
and mitigate water loss and 
provide industry-leading  
service for our customers.
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California American Water: 
Water Conservation Programs
California jurisdictions have realized significant water 

savings through conservation and efficiency efforts. 

California American Water’s leading conservation 

program includes dedicated conservation staff  

members in every service area who are trained in  

leak detection, efficient water irrigation, high bill 

resolution and meter data logs.

The California American Water Coastal Division also 

provides a robust set of water conservation programs 

and activities on an annual basis to incentivize customer 

conservation. The conservation rebate program is one  

of the most generous incentives for indoor and outdoor 

water efficiency upgrades for both residential and 

non-residential customers in the state. 

The following are programs funded by the Conservation 

Surcharge and implemented by California American Water: 

 ■ Residential Water Audits: California American Water 

employees conduct Residential Water Wise House 

Calls to promote conservation program participation 

for customers with high water bills.

 ■ Residential Plumbing Retrofits: California American 

Water provides high efficiency conservation devices 

and conservation kits to residential customers in  

the Monterey service area with a larger focus on  

the hospitality industry such as hotels and motels  

to convert to high efficiency bathroom aerators. 

Additional low flow fixture giveaways include 

showerheads, kitchen faucet aerators and  

bathroom aerators.

 ■ Rain Sensor Installation Program: California 

American Water provides free direct installation  

of rain sensors to residential and multi residential 

properties through its contractor, EcoTech. 

 ■ Large Landscape Upgrade Grant Program: The 

funding is to offer assistance to large landscape 

customers including cities, schools and parks to 

upgrade current landscape and irrigation systems  

to increase water efficiency and to help cover the 

expenses for equipment, materials and/or installation. 

 ■ Public Outreach and Marketing Campaign: 
California American Water promotes public 

awareness of water conservation and participates  

in various programs throughout the year.

 ■ Outreach and Education Seminars & Programs: 
California American Water partners with local Water 

Awareness Committees (WAC) to offer Landscape 

Irrigation Workshops, create conservation booklets 

and offer in-class presentations. 

 ■ Zun Zun Performances and WAC Activities: 
California American Water and WAC offer school 

presentations by the local Zun Zun performance 

group, covering topics such as the water cycle, 

watershed, indoor conservation and conservation 

tips, including information about fixing leaks.
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 ■ CII Rate Best Management Practice (BMP)  
Survey Inspections: Based on the California rate 

structure non-residential customers are required  

to complete a survey to determine their appropriate 

rate category. California American Water, in 

partnership with the Monterey Peninsula Water 

Management District, inspect non-residential 

properties to determine the proper rate category. 

 ■ Customers confirmed to be out of compliance with 

the indoor and/or outdoor requirements will have  

30 days to make necessary corrections to avoid  

a potential change in rate classification. CAW 

conservation staff contacts these customers  

30 days after the inspection to verify compliancy.  

If the customer remains non-compliant, the 

classification changes to the non-compliant rate  

until necessary corrections have been made. We 

require customers to provide proof of corrections  

by providing a receipt to CAW and/or verification  

for indoor compliancy by the MPWMD.

 ■ CII Water Audits: California American Water  

provides commercial, institutional and industrial 

audits to non-residential customers utilizing 

experienced contracted consultants.

For more on California American Water’s Conservation 

Programs please refer to the 2019 California American 

Water’s Monterey Peninsula Water Conservation Program 

Annual Report.

Customer Conservation  
& Efficiency
We encourage our customers to learn more about  

their water use and implement practices that promote 

conservation and efficiency. When these practices are 

implemented, customers often lower their own service 

costs while recognizing the environmental benefits of  

water conservation and efficiency. We engage with  

our customers online, over the phone, by mail and in 

person to provide the tools and resources they need  

to manage their water more efficiently. We also serve as  

a promotional partner of the EPA’s WaterSense Program  

to increase awareness about water conservation  

and efficiency. We offer giveaways and rebates for 

WaterSense labeled products, as well as a wide variety 

of other tools such as rain barrels, leak detection  

kits and smart home monitoring in order to promote 

sustainable customer behavior. In 2019 and 2020,  

we distributed over 43,000 giveaways and rebates  

to help our customers use water more efficiently. 

Additional customer conservation and efficiency 

initiatives include:

 ■ Water Use Calculator;

 ■ Tiered-rate structures;

 ■ High-efficiency fixtures and rebate programs;

 ■ Leak detection kits;

 ■ Water-saving tips on our websites and in social media;

 ■ Educational resources and events for customers;

 ■ Partnerships with the EPA Water Sense, AWWA, 

Water Research Foundation, Alliance for Water 

Efficiency and other organizations;

 ■ Events such as Fix-A-Leak Week;

 ■ Alliance for Water Efficiency membership, which 

offers progressive research support, educational 

information and tools for the utility and customers;

 ■ Conservation surveys at customer homes; and

 ■ Rebate and incentive programs for indoor and 

outdoor efficiency upgrades.

Conservation and efficiency measures, including AMI 

implementation, have enabled our residential customers 

to save on average approximately 1,100 gallons per 

customer per year, or 3.4 billion gallons annually since 

2016. For more information about our efforts to lower 

water costs for our customers, please refer to Water 

Access & Affordability.

https://s26.q4cdn.com/750150140/files/doc_downloads/esg_docs/2019-CAW-Monterey-Annual-Conservation-Report-as-filed.pdf
https://s26.q4cdn.com/750150140/files/doc_downloads/esg_docs/2019-CAW-Monterey-Annual-Conservation-Report-as-filed.pdf
https://s26.q4cdn.com/750150140/files/doc_downloads/esg_docs/2019-CAW-Monterey-Annual-Conservation-Report-as-filed.pdf
https://www.amwater.com/ilaw/Water-Information/Wise-Water-Use/
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Residential Customer Water Savings
IF-WU-420a.2
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AMI Implementation

AMI provides our teams and our customers with greater 

visibility into water usage, therefore allowing us to better 

serve our customers in real time. Currently, AMI is installed 

in approximately 15% of our portfolio and we are working  

to increase AMI implementation and realize greater water 

savings and reduced costs for our customers.

The AMI network, which enables the automated 

collection of meter read data, is a combination of RF 

based or Cellular based devices attached directly to  

the meter. AMI data is transmitted to a vendor specific 

cloud platform, where it can be sent to American Water 

for billing and service-related tasks. 

Meter reads are transmitted at regular increments,  

at least hourly and available in 15-minute increments, 

allowing for quicker identification of inconsistent usage 

and follow-up of meter alerts. All of the collected  

data is secure and integrated into applications that 

tracks customer-metering data, billing and customers’  

MyWater accounts.

As we continue to increase the number of customers 

with AMI metering, we can leverage this technology 

across our business to:

 ■ Proactively notify customers of potential leaks;

 ■ Turn water services on and off from our offices  

(and reduce vehicle mileage);

 ■ Assist customers with high bill inquiries  

from our offices;

 ■ Respond with more detail to customer  

usage requests;

 ■ Improve customer experience and usage;

 ■ Improve accuracy of meter reading;

 ■ Encourage water conservation; and

 ■ Increase safety of employees.
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St. Louis District AMI Project
Beginning in 2016, Missouri American Water began a five-year AMI implementation for approximately 340,000 customers 

in the St. Louis County district. By the end of 2020, 89% of our St. Louis County customers were equipped with AMI. The 

remaining approximately 10% of installations are inclusive of more difficult services; however, with an increased focus on 

customer outreach and lessons learned from earlier deployments, we are on track to meet our original timeline. Despite 

the challenges presented by COVID-19 in 2020, we anticipate that 99% of our customers in St. Louis County will be 

equipped with AMI by the end of 2021.

The successful completion of this project will result in the installation of 420 Data Collection Units supporting 340,000 

Meter Transmission Units, across Missouri American Water’s service area. The Network Control Computer is consistently 

observed for proper operation.

AMI implementation in St. Louis realized many benefits, including improvements in proactive leak detection, converting 

customers from quarterly to monthly billing, remotely completing service turn-ons and turn-offs, remote assistance with 

high bill inquiries and increased data to support customer usage requests.
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Missouri American Water: AMI Installation Project[1]
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Revenue Stabilization Mechanisms

As environmental stewards and customer advocates, 

promoting customer water conservation is important  

for reducing the environmental impact and maintaining 

low costs of service. We advocate for rate structures  

that promote water conservation and efficiency as part  

of our environmental stewardship practices. 

Some state subsidiaries structure rates so that revenues 

and earnings decrease with reduced customer water 

usage. Revenue Stabilization Mechanisms (RSMs) 

incentivize conservation. These mechanisms permit us 

to collect an authorized amount of revenue for a given 

period not exclusively tied to the volume of water sold 

during that period. While we recognize the benefits  

of reduced water usage for our customers, it is also 

important that we have a meaningful opportunity to earn 

the revenues authorized by the state commissions in 

order to continue to invest in capital and deliver safe and 

reliable water and wastewater services to our customers. 

Across our business footprint, we support and advocate 

for RSMs that separate water sales from revenues. In 

New York, California and Illinois, we have adopted RSMs 

that may reduce the frequency of general rate cases while 

promoting water efficiency and lowering operational costs. 

This is particularly helpful for states with heightened 

water stress, including New York and California.
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OUR PERFORMANCE
103-3

In early 2021, we announced a new goal to continue  

to meet customer needs while saving 15% in water 

delivered per customer by 2035, compared to a 2015 

baseline[1]. Since 2015, we have already realized a  

4.3% reduction in water delivered per customer.  

Progress towards this goal will not only demonstrate  

our commitment to environmental stewardship, but will 

also yield energy savings, reductions in non-revenue 

water losses and lower costs to customers.

1  Per customer assumes total customers in all classes based on 
2015 baseline. Excludes New York American Water (which will  
be sold in 2021) from baseline and forecast.

In early 2021, we announced a 
new goal to continue to meet 
customer needs while saving  
15% in water delivered per 
customer by 2035, compared  
to a 2015 baseline.

Water Use & Efficiency Goal

By 2035, American Water commits to meet customer needs while saving 15% in water delivered per customer compared 

to a 2015 baseline.

2015 2020 2035

4.3%
REDUCTION  
SINCE 2015

3–5%
CONTINUE AND  

EXPAND CURRENT 
PROGRAMS

2–4%
INNOVATION AND  

NEW TECHNOLOGY

6–8%
NATIONAL TRENDS 
TOWARD EFFICIENT 
APPLIANCES AND 

FIXTURES

15%
REDUCTION  

BY 2035


