
Show	your	control	panel	to	submit	ques5ons	and	see	answers	

Toggle	between	full	screen/window	screen	view	

At	the	top	right	corner	of	your	screen:	

Control	Panel:	

Audio:	please	choose	between	speakers	and	telephone.	If	
you	do	not	hear	audio	right	now,	please	check	your	

speaker	volume	or	enter	#[audio	pin]#	if	using	phone.	

Submit	ques5ons	in	the	Ques5ons	box	at	any	
5me,	and	press	[Send].	To	undock	and	increase	

the	size	of	the	box,	click	on	top	right	corner	icon.		

Logis5cs	

All	phones/microphones	are	muted	for	the	dura5on	of	the	webinar.	

AKendee	List	



www.efcnetwork.org


Glenn Barnes

Environmental Finance Center

The University of North Carolina at Chapel Hill

919-962-2789

glennbarnes@sog.unc.edu 




Board & Staff Communication




www.efcnetwork.org


•  Understand strategies for getting buy-
in for needed rate increases


•  Learn about a recent nation-wide 
survey of current practices


Session Overview
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Polling	Ques5on	1	
What	kind	of	water	u5lity	do	you	represent?	
	

•  For-Profit	
•  Municipality	
•  Sanitary	District	
•  Other	Special	District	
•  Not	a	Water	U5lity	
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Polling	Ques5on	2	

What	size	water	system	does	your	u5lity	operate	
(by	number	of	people	served)?	
	

•  Very	Small	(500	or	fewer	people	served)	
•  Small	(501	to	3,300	people	served)	
•  Medium	(3,301	to	10,000	people	served)		
•  Large	or	Very	Large	(10,001+	people	served)	
•  Not	a	Water	U5lity	
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Polling	Ques5on	3	

Are	you	a	board	or	staff	member?	
	

•  Board	Member	
•  Staff	Member	
•  Not	a	water	system	
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How much money  
do you need?




www.efcnetwork.org


Systems Love Low Rates, but...

“Once	again,	the	
[City’s]	Water	

Department	proved	
to	have	some	of	the	
lowest	water	and	
sewage	rates	in	the	

state.”	



www.efcnetwork.org


RESIDENTS INCREDIBLY HAPPY ABOUT WATER 
SERVICE: “I DON’T KNOW HOW THESE FOLKS DO 
IT – CLEAN WATER WHENEVER I NEED IT FOR 
ONLY A FEW DOLLARS A DAY!!” 

What about customers?
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Do	these	rates	send	
the	right	signals	to	
our	customers,	
based	on	our	
objec5ves?	

Will	our	rates	provide	
sufficient	cost	recovery?	

Are	we	alloca5ng	
the	costs	to	the	
right	customers?	

What	exactly	
does	this	
include?	

Will	our	customers	
understand	these	

rates?	

Will	our	customers	
be	able	to	pay	
these	rates?	

Are	we	
following	the	
applicable	
laws?	

Will	revenues	be	
resilient	to	

changing	water	
demands?	
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•  Operations & maintenance expenditures

•  Taxes and accounting costs

•  Contingencies for emergencies

•  Principal and interest on long-term debt

•  Reserves for capital improvement

•  Source water protection


“Full Cost Pricing”
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Can	we	get	a	
rate	increase?	
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Some ways of getting buy-in
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“It’s	clean,	and	
it’s	crisp,	and	
it’s	refreshing,	
and	it’s	a	great	
product…”	

Appeal Based on What’s Good
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Appeal Based on What’s Wrong
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Warn of Consequences
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A ‘Good’ Crisis…




www.efcnetwork.org


Use Visuals


Photo	Source:	hKp://www.wuc.on.ca/informa5on/distribu5on.our_watermains.cfm		
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Talk Numbers

Annual	Capital	
Improvement	
Budget	for	

Water	System

Total	Value	of	
Water	System

Replacement	
Schedule

$226,000 $315,496,000 1396	Years
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Divine Intervention
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But how is this happening at 
water systems today?  What is 
working well, and what is not?
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Communicating a Rate Case: 
2014 Survey on Water System Rate Communication




www.efcnetwork.org


Methodology

Chief	Administra/ve	Officers	 Chief	Elected	Officials	

Matched	surveys	sent	 5,750		
(4,439	ci5es;	1,311	coun5es)	

5,750		
(4,439	ci5es;	1,311	coun5es)	

Surveys	returned	 2,110	 781	

…from	local	
governments	that	
manage	and	set	
rates	for	water	
systems	

1,408	 329	

Matched	Sets	from	Same	
Local	Government	 202	

Survey	was	administered	by	ICMA	from	May	through	August	2014	
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Identify the:

•  Most important factors and information 

shared regarding the most recent rate 
increase request


•  Most effective methods of communicating 
the need for the rate increase


Survey Objective
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Are rates getting approved?


YES	-	90%	got	a	
rate	increase	
approved	

n=1,330	
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What was approved vs. what was requested?


When	single	request	was	made	(n=806)	

91%	got	essen/ally	what	they	asked	for!	

*Summary	Sta5s5cs	

n=804	
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But...did they ask for enough?

In	your	professional	opinion,	which	statement	below	best	describes	the	water	
rate	increase	that	was	proposed	to	the	local	government	governing	body	for	
approval?		

n=1,349	
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•  Trust (Working Relationship)


•  Information Conveyed


•  Public Involvement


Some Key Factors
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According to administrative officers, the 
working relationship with the governing 
body is not related to:

•  The size of the governing body


•  Whether or not a rate adjustment was 
approved by the governing body


Trust (Working Relationship)


*Bi-variate	analysis	
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But...the administrative officers with 
better working relationships with the 
governing board were:

•  More likely to request higher rate 

increases

•  More likely to request full-cost-

recovery rate increases


Trust (Working Relationship)


*Bi-variate	analysis	
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•  According to elected officials, more 
frequent communication and 
effective communication are directly 
related to a good working relationship


Trust (Working Relationship)
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The full governing body typically meets 
with staff once a year or less
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Information Conveyed to Governing Boards


Description 1 2 3 4 5 6 7 8 9 10
1. How much the average bill would change ü ü ü ü ü ü ü ü ü ü
2. How changing circumstances affects finances ü ü ü ü ü ü ü ü ü
3. Anticipated capital expenses ü ü ü ü ü ü ü ü ü ü
4. The financial condition of the water utility ü ü ü ü ü ü ü ü ü
5. The physical condition of the water utility ü ü ü ü
6. How proposed rates compare to customer incomes ü ü ü
7. Comparisons of rates with other utilities ü ü ü ü ü ü ü
8. Bond covenants ü ü ü ü ü ü ü
9. Multiple rate scenarios ü ü ü

10. Projected impact of rate adjustments on demand ü ü
11. Previous history of water rate adjustments ü ü ü ü
12. Rate adjustments needed in the next few years ü ü ü ü ü ü
13. Comparisons of rate adjustments with other services ü ü ü
14. Initiatives that improve efficiency ü ü ü ü ü
15. Customer satisfaction surveys ü ü ü

Utility Interviewed
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Information Conveyed to Governing Boards


Highlighted	were	reported	by	Governing	Boards	as	most	helpful.		

Description 1 2 3 4 5 6 7 8 9 10
1. How much the average bill would change ü ü ü ü ü ü ü ü ü ü
2. How changing circumstances affects finances ü ü ü ü ü ü ü ü ü
3. Anticipated capital expenses ü ü ü ü ü ü ü ü ü ü
4. The financial condition of the water utility ü ü ü ü ü ü ü ü ü
5. The physical condition of the water utility ü ü ü ü
6. How proposed rates compare to customer incomes ü ü ü
7. Comparisons of rates with other utilities ü ü ü ü ü ü ü
8. Bond covenants ü ü ü ü ü ü ü
9. Multiple rate scenarios ü ü ü

10. Projected impact of rate adjustments on demand ü ü
11. Previous history of water rate adjustments ü ü ü ü
12. Rate adjustments needed in the next few years ü ü ü ü ü ü
13. Comparisons of rate adjustments with other services ü ü ü
14. Initiatives that improve efficiency ü ü ü ü ü
15. Customer satisfaction surveys ü ü ü

Utility Interviewed
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Public Involvement


How	was	the	public	involved?	
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Public Involvement


When	the	public	was	
involved,	the	system	
was	20%	more	likely	
to	request	a	higher	

rate	increase	

How	the	public	
was	involved?	
(n=1,364)	
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Water systems are getting rate 
approvals, but effective and frequent 
communication about salient issues, 
along with public involvement, can make 
the difference in getting the rates 
systems need to cover capital costs.




The Bottom Line


Analysis	Conducted	by	UNC	Environmental	Finance	Center	
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Polling	Ques5on	4	

Would	you	like	to	subscribe	to	the	
Environmental	Finance	Center’s	blog?	
	

•  Yes	
•  No	
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Polling	Ques5on	5	

Are	you	interested	in	receiving	in-depth	
technical	assistance	for	your	small	water	
system?	

•  Yes	
•  No	
•  Would	like	more	informa5on	on	this	
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Glenn Barnes

Environmental Finance Center

The University of North Carolina at Chapel Hill

919-962-2789

glennbarnes@sog.unc.edu 




Board & Staff Communication



