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Webinar Overview

• What is asset management

• What is level of service and why it is important

• The goal setting process

• Implementation



Asset Management

• 5 Core Components
• Asset Inventory

• Level of Service
• Criticality

• Life Cycle Cost

• Funding
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Poll – Does your water system have 
established level of service goals?

1. Yes, and we measure them regularly

2. Yes, but they need updating

3. No, we don’t have any established

4. Not a water system



What is Level of Service?

Level of service defines what you do, how you do it, 
when you do it, how you spend your time (money) to 

provide what your customers want.
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Benefits of Setting Goals

• When customers have a say in what they want they 
are more willing to pay for it

• Communication with managers and board

• Measure of how your utility is operating

• Level of service is an opportunity to have a 
conversation with customers

• Helps characterize the importance of each asset

Higher level of service, higher cost

Lower level of service, lower cost



The Level of Service Goal Process

• Determine your team

• Gather feedback

• Evaluate goals

• Finalize and start tracking
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Poll-Does your organization have good 
communication with customers?

1. Yes, we actively gather and evaluate customer 
feedback

2. Yes, but only when there are rate increases or a 
customer doesn’t pay their bill

3. No, we just send out CCRs



Customer Input

• Customer conversations

• Surveys

• Social media

• Phone calls

• Customer complaints



The Level of Service Goal Process

• Determine your team

• Gather feedback

• Evaluate goals



Internal vs. External Goals

External Goals

• Water pressure

• Water disruptions

• Response time

• Notice for outages

• Taste/smell complaints

Internal Goals

• Training

• Meter calibration

• Fire hydrant flushing

• Employee safety

• Energy management 
program

• Safe Drinking Water Standards



Selecting Goals

Maximum Level = Physical capabilities of the asset

Minimum Level = Meet all regulatory requirements

Your Choice



Set SMART Goals

• Specific

• Measurable

• Attainable

• Realistic

• Time Bound



Specific

We will have good water.

vs.

We will have fewer than 1 complaint for color, taste, 
and/or odor per month.

We will maintain water pressure.
vs.

We will maintain water pressure above 50 psi, measured at 
the water storage, 95% of the time.



Measurable

Have less than 3% billing errors per year.

• Do you currently track the billing errors?

We will reduce energy usage by 3% per year for the 
next three years.
• Do you know what your current energy usage is?
• Do you have a way to track future energy usage?



Attainable and Realistic

Attainable
• Something is attainable if it can be accomplished

Realistic
• Takes into account your current situation (budget, skills, 

etc.)

Absolutely pure H2O is not attainable.
Ultra-pure H2O is attainable, but is it realistic?

Respond and repair line breaks within 4 hours.
• Change the number of hours
• Remove “repair” from goal



Time Bound

No more than 1 telemetry alarm per quarter.

Respond to line breaks within 4 hours, 95% of the 
time.

Of customers that experienced a water outage, the 
percent of affected customers without service for 

more then 12 hours.  Goal is 0.0% per year.



Other Considerations

• Keep your goals simple

• Can change the goals

• Equipment or new practices might be needed

• Absolute wording (all, never, 100%, 0%)

“60% of the time, it works every time.”
- Brian Fantana (Anchorman)



The Level of Service Goal Process

• Determine your team

• Gather feedback

• Evaluate goals

• Finalize and start tracking



Poll-The last time you raised rates, how 
did it go?

1. Great, our customers were prepared, understood 
the need, and the complaints were minimal.

2. Okay, there was grumbling but we managed to do 
it.

3. It was a painful process and did not go well.



Implementation

• Communicate to stakeholders

• Start with just a few goals

• Make sure you are collecting good quality data

• Determine where to store data

• Review goals periodically

• Consider how goals may change your operation or 
management

• For each metric document data required, and 
where info is kept, how it was calculated













Asset Management – How it Fits

• 5 Core Components
• Asset Inventory

• Additional equipment

• Level of Service

• Criticality
• Help determine criticality

• Life Cycle Cost
• Provide level of service

• Funding
• Communication tool
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Thank you for participating today. 
We hope to see you at a future workshop! 

www.efcnetwork.org


