
Smart washrooms: hygiene for the digital age | 1

SMART WASHROOMS: 
HYGIENE FOR THE DIGITAL AGE
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A smarter future

Buildings are becoming 
‘smarter’. Networked sensors 
and controls – often referred 
to as the Internet of Things 
(IoT) – are allowing developers, 
owners and facilities managers 
to automatically monitor, control 
and analyse various aspects of 
their buildings’ operations. That 
typically includes functions such 
as heating, lighting, ventilation, 
fire safety and security.

Using smart technology can 
reduce operating costs, 
primarily through lower energy 
use as a result of services 
being deployed only when 
and where needed. Smart 
technology can also inform 
decisions to help make better 
use of space and improve the 
flow of users in high-footfall 
locations. And, combined, these 
approaches can enhance brand 
reputation by creating a venue 
that matches up to the same 
standards as the rest of the 
brand image and character.

A trial of smart 
washroom technology 
completed by a retail 
real estate company at 
a shopping mall in the 
USA indicated savings 
of $7,906 – equivalent 
to $1,083,185 per year 
across its portfolio.

The concept of the smart 
building is now well established 
among architects, owners and 
facilities teams. However, an 
area of the building that is only 
starting to fully recognise the 
benefits of smart technology 
infrastructure is the washroom. 
Making washrooms smart by 
adding digital hygiene solutions 
not only delivers greater 
efficiency savings and helps 
meet sustainability goals, but 
also has a significant impact on 
brand and the bottom line.

In this whitepaper, we explore 
what smart washroom 
technology has to offer – 
especially in high-footfall 
locations – and why you should 
invest in it.
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Customer experience is now a 
key competitive differentiator, 
even as consumer expectations 
are rising. Every one of your 
touch points – places where 
your company and your 
customers interact – needs to 
deliver a standard of efficiency 
and service that reflects your 
brand and the promises it 
makes.

And that includes washrooms. 
Yet businesses traditionally 
focus less on these areas than 
other customer-facing spaces 
of a business, even though 
research shows customers’ 
perceptions of brands are 
strongly influenced by the state 
of their washrooms1.

The impact of washrooms on your business

For example:

• nearly 80% of people say a bad 
smell in a washroom would create a 
negative impression of a brand2;

• 77% of consumers leave with a 
negative perception of a business 
with unpleasant washroom smells3.
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In contrast, two-thirds of consumers think a 
pleasant washroom increases the attractiveness 
of the entire venue and nearly two-thirds believe 
that stores should provide a washroom, with half 
considering it to be extremely important to them.

Yet in high-footfall locations – such as shopping 
centres, stadiums, visitor attractions and airports, 
which are all prone to congestion, common 
customer complaints about maintenance issues 
include a lack of toilet paper and soap, long 
queues, bad smells and dirty floors.

In addition to the service quality of washrooms, 
a recent survey5 shows sustainable business 
practices are now the second most important 
reason – after product quality – for consumers 
to return to a brand. It’s very possible that 
customers will start scrutinising the sustainability 
of washrooms as part of their overall view of a 
brand’s sustainability performance. 

Common customer complaints include lack of 
soap and long queues
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• Real-time views of metrics in the form of 
graphs, charts and floor plans, such as 
cubicle and washbasin use, current levels 
of consumables in each dispenser, overall 
demand for consumables, and times when 
washrooms are busiest

• Alerts when consumables are running low to 
allow proactive replenishment

• Analytical tools – and the option to export 
data for further analysis – that allow metrics 
to be compared within a single washroom 
and across washrooms, helping FMs identify 
patterns and trends and understand customer 
behaviour

Beyond the building’s overall smart technology, there are several smart, washroom-specific 
technologies available that deliver benefits for the washroom user and for FMs. One of the biggest 
business benefits of IoT-enabled devices is that they provide real-time, key statistical data. This can 
be used to provide information to assist tactical, day-to-day decision-making. 

Data flowing from smart washroom fittings can be displayed in an online management portal that 
provides the following advantages.

The smarter advantages

• Personalised, actionable insights for each 
business that can be used to make more 
informed decisions more quickly about current 
operations and future plans. This could lead to:

 • optimum procurement strategies for 
consumables to minimise storage needs

 • efficient cleaning schedules for each 
washroom throughout the day – at peak 
and off-peak times

 • effective and efficient use of staff

 • access to these smart insights at any 
time, from any place, using any device – 
PC, tablet or phone – with a web browser 
and internet connection

“Our cleaning staff find 
the alerts helpful to let 
us know about issues in 
the washroom that need 
our immediate attention, 
instead of us finding 
out about them the next 
time they are in there.”  
Shopping Centre Staff 
Supervisor
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The functional advantages of smart washroom 
devices combined with the data they provide 
and its analysis elevate the power of the smart 
technology to a new level. The resulting business 
benefits can be grouped under three main 
categories:

• customer experience
• ecological sustainability
• evidence-based efficiency 

1. Better washroom experiences for customers

Users are never faced with empty dispensers 
– especially when smart devices are designed 
to accommodate bigger containers for high 
footfall. Given that 30% of people wouldn’t use 
a washroom if it lacked consumables6, smart 
technology can help businesses tackle this by 
tracking levels and sending alerts for when they 
need replenishing.

Users experience shorter queues, if any, when 
smart cubicle lights are installed because they 
allow users to instantly see which cubicles are 
free and change the indicator light from green 
to red to show when the cubicle is occupied or 
out of service. This speeds up the traffic flows 
in washrooms and leads to fewer complaints 
about long queues. Such smart lights can further 
reduce complaints by managing traffic levels 
so that users are directed to less frequently 
used cubicles as busier cubicles run low on 
consumables such as toilet paper.

Women spend an 
average of more than 
six minutes queuing 
each time they visit a 
washroom. 

Once inside the cubicle, 
smart technology can provide 
visual and olfactory cues of 
‘just-cleaned’ toilets. Smart 
dispensers can be fitted 
into cisterns to provide an 
automated toilet and urinal 
cleaning system, with accurate 
doses of blue cleaning agent 
that combats bacteria at the 
source, eradicates bad odours, 
masks stains and slows down 
the build-up of scale. 

This blue water (intelligently 
dispensed after every flush), 
cleaner appearance of the 
bowl, and clean-smelling 
cubicles reduce complaints 
and may encourage good 
hygiene as users won’t rush 
and skip steps here or when 
handwashing. 

When a smart toilet and urinal 
cleaning system was installed 
in a hotel and office complex 
in Abu Dhabi, for instance, 
complaints about odour fell 
from an average of one a day to 
none (see figure 1).

Washroom safety for users 
can be significantly enhanced 
by using smart devices that 
combat bacteria at the source, 
automatically flush stagnant 
water to reduce the risk of 
Legionella, have temperature-
controlled water from taps, 
and offer no-touch operation. 

These devices protect 
users by lowering the risk of 
scalding and the risk of cross-
contamination that can lead to 
illness.

Features that enhance a user’s 
overall washroom experience, 
such as these, subsequently 
and positively impact their 
perception of the brand and 
reputation of the business.

Complaints about 
odour fell from an 
average of one a 
day to none when a 
smart toilet and urinal 
cleaning system was 
installed.

The business benefits of a 
smart washroom

Figure 1: Before and after a trial period of a smart toilet and 
urinal cleaning system in the male toilets of a hotel and office 
complex, Abu Dhabi
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2. More ecologically sound facilities that help 
you meet your sustainability goals 

Some smart, well-designed soap dispensers also 
control doses while still providing users with a 
luxurious handwash. Smart taps not only detect 
when hands are present or have been removed 
and automatically switch on/off the water flow. 
They can also control the rate of water flow 
to lessen waste and they can set water to a 
comfortable temperature, which reduces the 
energy used to heat the water.

The introduction of smart technology at one 
location, a male toilet in a hotel and office 
complex, resulted in a 90% reduction in the 
amount of soap used, a 68% reduction in water 
used when a smart toilet and urinal cleaning 
system was installed, and 150,000 litres of 
water saved per year when concussive taps 
were replaced with low-flow smart taps that 
automatically cut off to reduce run times by 70%.

Cost savings per year

Water
115,000 litres
$145

Soap
400 litres
$6,315

Labour
76.5 hours
$1,385

Total cost savings per year $7,845

Both smart taps and smart dispensers minimise 
waste and lower costs – an important benefit 
when water can be a significant expense. And 
because consumables are replaced less often, 
the amount of associated plastic waste from 
packaging is also reduced – which lowers the 
impact on the environment. And minimising 
the use of water (without users noticing the 
difference) is an additional green benefit. 

See the table 1 for details of the savings made by 
one shopping centre following the introduction of 
a smart washroom solution.Table 1: Impact of smart solutions in a shopping 

centre (9 million visitors per year)
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Data from smart washroom systems can help 
the day-to-day management of washrooms. 
However, of great benefit to the longevity of 
any smart washroom is the ability to carry out 
and respond to pattern analysis. This allows 
for long-term forecasting and planning, over 
and above tactical responses to the real-time 
data produced by smart washroom systems.

Smart technology in washrooms provides 
data that allows FMs to predict when 
consumables need refilling, understand when 
busy periods arise, and take appropriate 
measures. Such action might include closing 
off the cubicles with the highest use to 
redirect users to other ones and spread out 
the frequency of use across all cubicles. 

The advantages are easy to see: users have 
readily available consumables and cleaning 
teams cut the number of times they need to 
service washrooms. And conducted with data 
gathered from weeks, months and years, it 
allows for more accurate prediction of peak 
activity.

The efficiency and productivity of data-driven 
cleaning teams is, therefore, boosted by 
planning cleaning schedules based on actual 
use and predicted busy times rather than 
at fixed intervals. And if smart devices can 
accommodate large consumable containers 
for high-footfall venues to match usage, 
they’ll need replenishing less often and save 
cleaning teams even more time.

Pattern analysis helps FMs to plan cleaning 
schedules more effectively and set new 
schedules according to predicted busy 
periods, which boosts the efficiency and 
efficacy of cleaners. It thereby helps FMs 
to decide when and where cleaning staff 
are needed. 

FMs might, for example, consider rostering 
more cleaning staff in key areas during 
busy periods, such as new-year sales at 
a shopping centre, or the start of school 
holidays at an airport to deal with potential 
problems (for example, toilet paper on the 
floor or unclean seats) that might hinder 
the flow of users. The analysis gives 
them the data they need to identify the 
right level of resource needed, instead of 
guessing or going with “gut instinct”.

Distributing cleaning staff more effectively 
helps to increase staff productivity, 
improves customer experience, and allows 
better management of washrooms.

3. More efficient washroom services from 
data-driven cleaning

The most-used cubicle 
in a washroom will be 
visited three times as 
often as the least-used 
cubicle.7 
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Using the data from smart devices to allow 
better planning for maintenance checks also 
makes sense. Based on use rather than at fixed 
intervals, data-driven, planned maintenance 
keeps washroom equipment in optimum 
condition and saves businesses time and costs 
from unnecessary checks. It also reduces down 
time, ensures that maintenance budgets are 
used more effectively, and reduces the number 
of complaints from users about broken sanitary 
ware.

Smart washrooms can provide insights that 
are specific to individual washrooms. These 
could include a range that covers the cubicles 
and sinks that are favoured over others, 
when washrooms are at their busiest, the 
percentage of people who wash their hands 
after flushing the toilet, the minimum levels of 
stocks of consumables to hold and when it’s 
best to procure them. Such information builds 
up a picture of your washrooms, giving each a 
“personality” of its own that you can manage 
accordingly.

All of this data-driven insight will generate a 
significant return on investment and create a 
more favourable impression of your brand.

Facilities management teams 
can face significant fines 
for failing to meet service 
standards as a result of customer 
complaints about washrooms.
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Figure 2: Data captured from a retail shopping mall chain
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Smart choices — 
finding the right 
smart technology for 
your washroom

Whether you’re including 
smart washrooms in a new 
development or undertaking 
a refurbishment to make 
washrooms in an existing 
building ‘smarter’, it’s vital you 
invest in smart technologies 
and fittings that are right for 
your premises and create a 
great first impression across the 
whole building. 

In high-footfall locations, where 
smart washroom technology 
can have the biggest impact, it’s 
especially important to choose 
solutions designed to handle 
high user numbers.

There are a number of elements 
businesses need to consider 
so that positive customer 
experiences don’t stop at the 
entrance of a washroom and 
so they reap the full range of 
benefits that smart washrooms 
can offer.

“The introduction of smart hygiene has 
significantly reduced the number of 
complaints received from passengers 
using our facilities as ISS can remotely 
monitor the levels of consumable usage. 
This has enabled us to improve the 
customer washroom experience. We have 
also been able to deploy resources more 
effectively with the data we have from the 
different systems.”
Blaise De Suza, General Manager, ISS
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Down time
Disruption to an existing facility is one. Look for 
technology and fittings that can be incorporated 
into your washrooms with the minimum of 
disruption to your operations and inconvenience 
to users. In addition to being easy to install 
physically, the solution should integrate 
quickly and easily with your existing building 
management systems and software.

You could also look at whether you can refurbish 
your washrooms in stages, rather than doing 
them all at once, and check that products will 
work in all your washrooms – no matter their size, 
capacity or footfall.

Ease of use
Think about your daily operations. If the portal 
is too complicated, operators will find ways to 
avoid using it. So choose technology that’s easy 
to use and operate. Avoid software solutions 
that add to your workload by demanding regular 
software updates or require additional training 
for staff. If cleaning teams can get to grips with 
the technology quickly, they’ll feel like they’re in 
control and leverage its benefits for the way they 
service washrooms.

Data security
In some locations, such as transport hubs and 
buildings of national significance, digital security 
can be an issue. Find technology that’s secure 
and complies with your company’s existing IT 
security policies. This is especially important if 
you’re managing washrooms in venues such as 
airports, where security is a high priority.

Dealing with the unexpected
Things change rapidly when something increases 
demand. Technology that provides real-time 
visibility is particularly helpful for this. Look for an 
intuitive user interface that allows you to check 
on consumables and other washroom metrics 
from any place, at any time, using any device 
— PC, tablet or desktop. As well as providing 
dashboards that offer an overview of the current 
situation at a glance, the smart solution should 
let you easily analyse data to gain a deeper 
understanding of your operations and develop 
insights you can act on.

Will it cope?
Robust fittings that can cope with the level of 
demand in your washrooms are a must. Standard 
fittings might not cope with the demand in 
high-footfall venues, while fittings designed to 
withstand heavy use will be more reliable. The 
return on investment for tough-grade fittings will 
be worth it when you consider the reduction in 
complaints from users, the reduced down time 
as a result of repairs, and the lower maintenance 
costs.

Appearance is important
Beautiful designs create great first impressions 
when users walk in. When you use a washroom 
in a five-star hotel, think about how the décor, 
lighting and consumables make you feel like 
you’re getting a five-star experience – even in 
the washroom. A modern-looking washroom will 
make users feel that your business cares about 
them and reinforce a positive view of your brand.

There are a number of elements businesses 
need to consider so that positive customer 
experiences don’t stop at the entrance of a 
washroom and so they reap the full range of 
benefits that smart washrooms can offer.
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Digital hygiene — the smart 
choice

Customer experience, sustainability and service 
efficiency are all key concerns for building 
owners and facilities management teams. 
Washrooms have, historically, been a neglected 
and under-resourced area, but investing in 
smart hygiene solutions delivers significant 
improvements in all three areas – especially in 
high-footfall venues such as shopping centres, 
stadiums, visitor attractions and airports.

Even more significant than the proven cost-
savings is the effect of deploying the right smart 
washroom technology for brand reputation, 
customer loyalty and customer spend. The 
question, therefore, becomes not whether you 
should invest in digital hygiene solutions, but 
whether you can afford not to.
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A part of Rentokil Initial

About Initial
We are committed to keeping you healthy by providing 
high quality hygiene products and services that 
minimise your risk of exposure to bacteria and other 
infectious micro-organisms. 

We take pride in delivering the highest levels of 
service to enable you to keep your organisation 
looking good, feeling healthy and most importantly 
hygienic. 

Why choose Initial?
At Initial we believe in the smart use of hygiene 
so you’re covered in all key risk areas, not just the 
washroom. Our broader approach will assist you in 
establishing good hygiene practice throughout your 
organisation, creating a healthier, more productive 
environment for everyone. You can choose from a 
convenient delivery of hygiene supplies to a complete 
rental maintenance service.

For more information, visit: www.initial.com


