Inventory — What to
document?

When you know better you do better
Maya Angelou
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WHAT IS THEIR REPLACEMENT
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Optional — Collect If
Valuable



Is It valuable to your utility?
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START WITH THE
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COLLECTING AND IDENTIFYING

YOUR ASSETS

Main Data for Asset
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COLLECTING ASSET DATA
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Tools Avalilable

Optional Data

Model number

Supplier name & phone
Under warranty
Warranty expiration date
Manufacturer

Manufacturer’'s recommended O&M
Maintenance records: last date hydrant
was flushed or exercised

Operational

Color (if useful)

Were design specifications followed?
Asset use




Level of Service —
What to document?

When you know better you do better

Maya Angelou
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Defines the major goals of the
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CALLED LEVEL OF SERVICE






SETTING SMART GOALS
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LoS Goals - Categories
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SMART Goals - Documentation

 What information is needed to measure if you
are meeting the goal?

* How frequently should the information be
collected?

e Results of measurement
e Determining If you are meeting the goal



Tools Avallable
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Catego nd Exar

Guidelines
The Level of Service Goals should define what your customers and employees can expect frem the water
utility. When customers understand what the utility is providing for them in terms of service and they are
given a say in what the utility may provide in the future, they are more willing to pay. Customers need to
understand that service is related to cost and typically the higher the level of service desired, the higher the
costs associated with producing that level of service. Determining what the customer wants and is willing to
pay for drives the decision making for the utility.

‘When defining your level of service goals, remember to write SMART goals — Specific, Measurable,
Attainable, Realistic and Time Bound (when appropriate). This will allow the utility to track its performance,
show successes and failures and revise for improvement each year. Goals can be changed or adjusted over
time. Geals can also be added or removed from the list.

It's impertant to involve customers and staff in the process of establishing the goals or service levels. The
goals can be either intemal or external. External goals are those that directly impact the customers. Internal
goals are those that are related to operations and that would not be easily understood by customers.
Progress towards meeting the goals should be tracked and reported to upper management and the public.

Determining your Level of Service goals should not be overwhelming. Keep it simple; develop 10— 12 goals
around the most important aspects for your utility. The information below can be used as a resource in
setting your utility's goals.

Categories

No matter where the water utility is located, customers desire roughly the same types of things from their
utility —water that is safe and reliable, delivered at an adequate pressure, and that their concemns are
addressed. Thankfully, this list is relatively small, allowing the utility to develop a targeted list of goals that
address the major custemer requirements. Level of Service Geals will typically fall into one of the following

categories: Public Health and Safety, Customer Service, System Maintenance, Response Time, Water Loss



QUESTIONS
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