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1 Service Operation

(1) Contact Points for Inquiries (Customer Service Centers)

For improvements in services including consolidation of
contact points and extension/expansion of office hours, Tokyo
Waterworks Bureau has established customer service centers.

Our Customer Centers serve as central reception for
telephone calls and online applications from our
customers. They also accept and process applications
from customers for payment by account transfer or by
credit card.

The customer service centers are open from 8:30 a.m. to
8 p.m. except Sundays and national holidays, but they
respond to emergency events such as water leakage
accidents 24 hours a day, 365 days a year.

Also, information on the contents of contracts with
customers concerning water charges, meter reading and
water charge itself is managed online by our independently
-established system so the centers are always ready to
quickly respond to inquiries from customers. As for security,
we operate the centers under close control by using a
dedicated communication network in order to make
absolutely sure to protect customers’ personal information.

(2) Water Meter Reading

In Tokyo, for most customers except for major users in
certain part of the 23 Wards, the water meters are read
every two months and charged the rate for the two month
period.

To enhance efficiency of the work, the meter reading
works are outsourced to private sectors.

Additionally, meter readers carry specialized computers
with them to notify customers of water usage and
charges as well as issue bills with a single unified form.

(3) Payment of Water Charges

The customers can pay their charges in three ways:
payment by account transfer, by invoice, and by credit card.

Payment by account transfer is available at 146 financial
institutions as of March 31, 2023, and Japan Post Bank,
improving the convenience of charge payment.
Customers who pay by account transfer get a 50-yen
(Tax excluded) discount per month.

Payment by invoice can be made at our service offices
and service stations as well as the financial institutions
listed above, Japan Post Bank, convenience stores, and
by smartphone settlement.

Credit card payments are accepted
international brands (14 companies).

(4) Charge System

The water charges in Tokyo consist of the minimum

charges and the commodity charges. We adopt the

water rate system based on the diameter size of service

Blpe (bore diameter), which ensures the fairness in cost
urden and the clarity of the rate system.

Also, out of consideration for the cost reduction of
domestic water and the demand restraint for promoting
reasonable use of water, we adopt the increasing
charge system for the commodity charges in which the
more the water consumption increases, the higher the
unit price becomes (the current list of charges has been
applied since January 2005).
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(5) Regional Customer Service Bases
(service stations / service offices)

We have 33 service stations and service offices as the
bases for regional customer services. They offer such
services as accepting various notifications and
applications, collecting charges at counters, giving
instructions to the entrusted meter reading companies,
performing cause investigation in cases of considerable
increase/decrease in water consumption volume,
collecting and organizing unpaid charges, and carrying
out regional PR activities.

(6) Tokyo Water App

To promote Tokyo Waterworks Bureau's DX, further
improve customer service, increase operational efficiency,
and promote paperless and cashless operations, we have
introduced the “Tokyo Water App” in October 2022.

Through the application, customers can apply to start and
stop water use, pay their bill by various methods such as
mobile payment and credit card payment, view past
water usage and rates, and see information such as
emergency water supply stations using location
information.

Furthermore, for customers who have installed smart
meters, the application is equipped with functions such
as daily and monthly water consumption inquiry and
notification when there are concerns about leaks or
forgotten to turn off the tap.

In March 2023, English mode was added to make it easier
for customers from abroad to use the application.

2 Measures for Water Supply Facilities with Receiving Tank 2

The “water supply facilities with receiving tank” is a water
supply method of storing water temporarily in a receiving
tank and supplying the water. Due to the revision of the
Waterworks Law in July 2001, the water suppliers must
be involved in its sanitary management from the
standpoint of supplier.

In December 2002, the Tokyo Metropolitan Government
revised the Water Supply Ordinance of Tokyo and newly
set the provisions of the “administrator’s responsibility
for water supply facilities with receiving tanks,” “report
and investigation of water supply facilities with receiving
tanks,” “notification of installation of water supply
facilities with receiving tanks” and “responsibility of
representative person regarding installation for water
supply facilities with receiving tanks”.
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Additionally, we set the measures for water supply
facilities with receiving tank to supply pure and high-
quality water with the purpose of “achieving proper
administration of water supply facilities with receiving
tanks” and the “popularization and expansion of the
direct water service” In this project, we are
implementing the check and examination activities of the
water supply facilities with receiving tanks in our service
area from FY2004, the advices on maintenance/
management and the PR activity of the direct water
service.

3 Expansion of the Scope of Direct Water Service

To promote the “popularization and expansion of the
direct water service”, the scope and execution standard
of the direct water service system was partially relaxed in
June 2004. The major changes are as follows.

(1) Expansion of the Scope of Direct Water Service to
4th or 5th Floor (Exceptional direct water service)

The scope of the direct water service, which was
previously limited to the 3rd floor, was expanded to the
4th and 5th floor on the condition that the water supply
can be judged to be feasible in consideration of the
water pressure of the distribution pipes in the area and
that the installation space is secured for the pressure
booster for water supply. Furthermore, the limit on the
number of floors was lifted from January 15, 2007.

(2) Exceptional Provision for Changing Water Supply
Facilities with Receiving Tanks in Building of Three
Stories or Less to Direct Water Service System

In the past, when changing water supply facilities with
receiving tanks in building of three stories or less to
direct water service system, it was necessary to move all
floors’ meters in plumbing space to the ground floor, as
well as to move the installation positions of some
internal pipes. However, only when changing water
supply facilities with receiving tanks in building of three
stories or less to direct water service system, it is
exceptionally approved the installation of meters in
plumbing space.

(3) Expansion of the Scope of Direct Water Service
System to Taller Buildings and Larger Collective Housing

Pressure water service system (series type) where
multiple booster pumps are placed in series on the
ground and at intermediate levels of buildings to relay
water pressure and deliver water to taller buildings, and
pressure water service system (parallel type) where
multiple booster pumps are placed in parallel on the
ground to deliver water to larger collective housing were
introduced in February 2009.

In addition, diameter limit of pipes for pressure water
service system was abolished.

As a result, direct water service system can now be used
in taller buildings and larger collective housing that were
previously excluded.
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