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storl

earn through stories & we remember




What Story is Being Told About Your
Facility?




Would Everyone Tell the Same Story?

Operations and
Management

Staff




What would your customers say about the

-t' ‘ t ) Customers are concerned about costs associated with hooking
utility o
up to the utility’s water and sewer system.
Are the costs too high?
Is there enough assistance to customers?
Should interest be charged over the years of payback?
What is the money being used for? Why is there money
left in the fund?

Water meters should be okay at 85% accuracy; don’t need to
replace all those meters. Just spent a lot of money on test

facility so why don’t you just fix meters?

GWA should stop paying for Navy water. It's too expensive.

Why do you need a rate increase for Groundwater??
Rates seem to be raised several times a year now.



What Would the Governing Body Say
About the Utility?

ls the message
shared throughout
the utility?

Does the governing
body set the overall
vision regarding what
they would like the
utility to be?




What Would Utility Staff Say About the
Utility?

Which staff are customers most
ikely to come into contact with?

Do these employees receive any
training In customer
communication?

s there any effort to ensure that Operations and

there is a consistent message Management
delivered by all staft? Staff




Worksheet: What Story is Being Told?
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WHAT ARE SOME CONSIDERATIONS IN TELLING YOUR STORY?




Think about how you
frame the essage




What does

the frame
of this
picture tell
you IS

going on?




How
does a
ditferent
frame
change

what
you
think is
going
on?







.....the message will frame you
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Pictures Can
Impart Values



For Example, What

Does This Picture
Make You Think Of?




What are some values that
would be important in the
water arena”?

Reliability
Trust
Quality

Foundation



What pictures could go with these values?

< -’l‘ .‘. - o " A - s ‘«»‘.:.A:.’;..n
iy ] R g
R B i, R AT

ilmlﬁi!

Community



THERE'S NO SUBSTITUTE
FOR WATER.

Use of
pictures In
environmental
messages

Fecal coliform
bacteria machine

The ingredients of dog waste are harml to children.

Scoop it, bag it, and put it in
the trash

101 reasons to pick up pet waste: Number 7

T This message brought to you by Canines for Clean Water
Sponsored by the Clark County Clean Water Program

www.CleanWaterDogs.com

Graphics courtasy of Snchomish Comnty Surface Water Masagoment




Talking About Water is Difficult Because Water
s...

“In the
Background”

Complicated Political




It's Ditficult to Get Others Excited About —
Or At Least Interested in — Water. ..
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Do you know
how often you
turn me on?

If only the water faucet could
talk to us. It might remind us how
often we tumn to it for safe water

to drink, to wash our clothes, to
prepare our food, to provide us

with the everyday quality of life
we enjoy. It might remind us

thar the warer pipes below our
streets make so many everyday

conveniences possible.

Our water bills pay to keep our

community tap water safe, reliable
and there for us — 24/ 7 without
fail. For more informanion abour

what your tap warter delivers, visit
linsert utility web address here).

Only T;b ‘\Nate;
Delivers

{Place Utility
Logo Here)

Presented in cooperation with

‘\\.Amcnmn Water Works Association




When showering, make it o

Quickie.

Shorten showers — save 2.5 gallons per minute.

We're in a drought! Hetch Hetchy San Erancisco
water — too good to waste. \% Water Power Sewer
sfwater.org/consérvatioh B
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Shaking the handle won't fix the
leak even if you

Jiggle it.

Repairing home plumbing leaks - can save
hundreds of

gallons a day.

We're in o drought!

Hetch Hetchy water -

too good to waste.
sfwater.org/conservation

N San Francisco
@ Water Power Sewer

R e e S Y N |
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GARDENS

GONE WILD'

Use native, water-efficient plants. I1t’'sa DROUGHT.
*a

Hetch Hetchy .
m ‘ @ Regional Waler System baWSCB.OTg/DROUGHT‘

By Ares Warer Gugody b Cormenvatan Ageruy |

F RONTAL

Upgrade your washer. It’s a DROUGHT.

@ San Francisco
sfwater.org/DROUGHT (& ) Water Power Sewer
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Best of
All, Water
Does Al

This for

Mere
Pennies! !
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HOW CAN YOU CHANGE THE STORY BEING TOLD?
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4)WATER’S WORTH IT e

HOME Welcome to WATER'S WORTH IT, a new campaign from the Water Environment Federation (WEF)

ABOUT US that aims to raise awareness about the value and importance of water, water-related issues, and
the water profession. We encourage you to learn more sbout this exciting new effort and how you

WATER NEEDS YOU can help WEF be a voice for water.

Q&A

BE A VOICE FOR WATER

M a ke 't h e E%:i%js Tl & friend, .euaneigfbor, Sl oo it wake's Wt il
Message
Meaningtul

IT WORTH
TO YOU?

Intispensabie to

|obs, the economy,

our health and our
communities, water
runs through our lives in
many ways. Water can
mean different things
to different people

but it means LIFE 1o
everyone. The Watar
Environment Federation
balisves that water's
worth your respect,
your effort, your haatth,
your future, your loyalty,
and our passion, Now
we want to know what
you believe.

Tell us what water's
worth to you!

WHAT'S YOUR "Im"?

£ = WTTube

Copyright @ 2012, Water Environment Federation. All rights reserved.



Ways to Reach Customers

Lake Josephine Riviera Water is committed to providing Anderson Island with the best tap
water possible. Guided by the US. Environmental Protection Agency’s Safe Drinking
Water Act — the warer from your tap is thoroughly tested to keep you safe.

Even better, tapping into the convenience of pure Washington water through

Lake Josephine Riviera costs many thousands of times less than bottled water — just
pennics per day.

Tap into goodness. Drink pure Washington water.

Lake Josephine Riviera Tap into
Water Department Goodness

2017 Drinking VWater
CONSUMER
CONFIDENCE REPORT

Featuring Calendar Year 2016
Water Quality Results

Getting hands wet to
keep an eye on quality

Schools, community
groups gain awareness
through water testing

1 By Grace Crun
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Think of Creative Ways to Reach
Customers
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Senior Asset Manager Louis Martinez, standing, confers with Asset Management
Coordinator Mark Winslow on the newly completed Asset Management Plan.

Atter three years and an effort spanning the entire organization,

the Water Authority has its 2011 Asset
Management Plan. Approved at this month's Water Authority Board
meeting, the plan identifies high-risk infrastructure needs and calls for
increased resources for system rehabilitation.

“It's intended to minimize the risk of asset and system failure and allow
us to make the right decisions at the right time for the right cost and for
the right reasons," said Louis Martinez, the Water Authority's Senior Asset
Manager.

D of the Asset M Plan, which can be found in the
Shared Documents section of SharePoint, began with cataloguing all the
Water Authority’s assets in a database. More than 200,000 assets, valued
at some $5 billion, were identified and then prioritized by risk according

to the consequences and probability of failure. The plan was developed
with input from a number of consultants, Water Authority staff and the
Asset M: Steering C which is chaired by Senior Policy
Manager Frank Roth.

Mark Winslow, Asset Management Coordinator, said the newly completed
plan will allow the Authority to “strategically...focus our resources on the
highest-risk areas. It's a road map for future asset funding requirements to
deliver the expected level of service to our customers.”

Mark Sanchez, Water Authority Executive Director, said our utility is
one of just a few in the United States to have a comprehensive asset
management plan.

“Ours shows we need to be investing an average of $76 million per year
in rehabilitation and special projects to meet our renewal requirements
over the coming decades,” he said. “Right now we're spending about $41
million, so our plan is to add $3 million dollars per year starting in 2017 for
10 years to meet our rehabilitation needs.”

The Water Authority Board also has approved the 2012-2021 Decade
Plan, a CIP planning document to identify projects and proposed spending
over the next 10 years. The Plan incorporated the data and analysis from
the Asset Management Plan in terms of identifying and prioritizing capital
projects.

Water Authority Asset Distribution
Total Water Authority Asset Valuation: $5 Billion

Wastewater Plant
12%

Wastewater
Collections

36%

CONTENTS
Asset Manag t Plan 1
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The Water Utility Resume




Communication Workshop




CONTACT INFORMATION

SOUTHWEST
ENVIRONMENTAL
FINANCE CENTER

Heather Himmelberger: heatherh@unm.edu Department of Civil Engineering MSCO01 1070
(505) 681-7437 Cell 1 University of New Mexico, Albuguerque, NM 87131
(505)277-0113 Office 505-277-0644

swefc@unm.edu
http://southwestefc.unm.edu



