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Water System Communication



• Explore ways that decision-makers 
communicate with customers

• Discuss how to handle misconceptions 
about water systems

• Understand opportunities to address 
challenges

Session Overview



Communicating with Customers



Rates are the primary way that 
we as water systems 
“communicate” with our 
customers



Rate Setting Objectives

Full cost 
recovery/ 
revenue 
stability

Encouraging 
conservation

Fostering 
business‐
friendly 
practices

Maintaining 
affordability



Rates in the room today
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Mission Statements



Do you have a mission 
statement?  Do you know what it 
is?



What makes a good mission 
statement?



A Good Mission Statement... A Bad Mission Statement...

Uses language customers use

Is concise

Sounds good when you say it 
out loud

Is memorable

Is specific

Is actionable

Uses jargon

Is really long and rambling

Is full of clauses that are 
hard to say

Is forgettable

Is vague

Cannot be quantified





Water Mission Statements

We provide a safe, reliable, high-quality 
water supply with superior service and 
value.



Water Mission Statements

The Water Utilities Department will 
develop and maintain a competent team 
of professionals who strive continuously to 
improve the level of service to our 
customers through accurate utility billing, 
increased technological enhancements, 
and a greater emphasis on customer 
solutions, while planning for future needs 
of a growing and diverse community. 



Water Mission Statements

To assure responsive customers service; 
provide reliable, high quality, affordable 
and sustainable water supply, wastewater 
collection and treatment and reuse 
systems; and support a healthy, 
environmentally sustainable and 
economically-viable community.



• Everyone needs to know where the 
organization is headed & everyone 
needs to be on the same page

• Some goals are contradictory; which 
one matters most?

• Board needs to provide support for the 
things it cares about

Do Mission Statements Matter?



Rates Comparisons



Rates Comparisons



Rates Comparisons



Is he right?  Water is water?



So how do we respond?



So how do we respond?



Water and Wastewater Rates Analysis Model
http://efc.sog.unc.edu or     http://efcnetwork.org

Find the most up-to-date version in Resources / Tools

Created by the Environmental Finance Center at the University of North Carolina, Chapel Hill
Funded by the U.S. E.P.A. and the N.C. Department of Environment and Natural Resources



Earlier we addressed future 
challenges, we’ve talked generally 
about responsibilities and 
communication…  

…but what about the future 
opportunities? 



Engage with Local Resource 
Agencies!



Funding Sources!



Think outside the box!

https://efcnetwork.org/events/webinar‐innovations‐in‐small‐water‐systems‐
barriers‐and‐case‐studies‐from‐appalachia/



Case Study: KY Water Kiosks
• What does the finished product look like?



Case Study: KY Water Kiosks
• How replicable is the 

process?
• Limitations

• Water isn’t provided within the 
home

• Partnered with a local 
stakeholder (red bird mission) 
that was willing to take on the 
challenge

• Still requires people to have cars 
to get water

• i.e. might not be accessible to 
the most at risk customers



Case Study: KY Water Kiosks
• How do they pay for it?



Partnerships! 
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Partnerships!

US Water Alliance

http://uswateralliance.org/sit
es/uswateralliance.org/files/p
ublications/Final_Utility 
Consolidation Financial 
Impact Report_022019.pdf



Case Study: Logan Todd Regional 
Water Commission (Guthrie, KY) 

Background:
• Significant water quality concerns & water shortages
• 1988: Drought and water shortage issues

• One system lost a bid for a poultry processing plant 
• Due to insufficient water supply

• 1990: Logan Water Advisory group formed
• 1995: LTRWC formed
• 1996: Engineers established that a new raw water intake was needed
• 1999: 12 systems had agreed to purchase water contracts with LTRWC



Case Study: Logan Todd Regional 
Water Commission (Guthrie, KY) 

• 12 seat Joint Powers Agency, one seat per 
system

• Central treatment facility for all 12 systems
• All serve between 390‐3330 

customers
• 7/12 systems serve less than 1000 

people

• Equalized 
wholesale rates 
for all 12 systems, 
regardless of size 
or location



Case Study: Logan Todd Regional 
Water Commission (Guthrie, KY) 

Funding
• $70 million in construction costs

• Many different funding sources involved
• $49.8 Million loan from USDA
• $10.4 million from the KY DWSRF



Case Study: Logan Todd Regional 
Water Commission (Guthrie, KY) 

Impacts
• Aluminum Industry 

• One currently opened, one slated to open in 
2020

• $800 Million in economic impact



Guidance Documents

36



In Short,
• There’s a lot behind the scenes in an otherwise 

hidden industry
• Most of the day-to-day responsibility falls to the 

utility staff, but…

• There are opportunities for decision-makers to 
engage, understand the finances, capital 
needs, regulatory framework, and methods for 
navigating all of the hurdles.
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Thank you!
Please fill out an evaluation form before you go, and feel free to contact 
me with any questions

Austin Thompson
919-962-5795
Thompson@sog.unc.edu


