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Water allocations 
+ 

Tiered Rates 
But…… 
 Over 2 years 
 Community averaged landscapes then 

precise 
 Segmented audience 

 
 



Solution:   
“High Touch” 
Outreach Plan 

in collaboration with 
Customer Service 

 
 



◦ Individualize it – “you” are in control 
◦ Simple adjustments gets into “efficient” range 
◦ “Wasting” water vs. “conserving” it 

 
 

Make customers feel….. 
 

 



◦ News release 
◦ Public speaking engagements 
◦ Bill messages 
◦ Direct mail piece   
◦ Interactive website 
◦ (High-impact customer outreach in phase 2) 
 

 





Private customer account 



Detailed water usage 



Front Back 



• Rigorous training for Customer Service 
• Quick response 

• Personal visits to homes 
 

• Customer testimonials 
 

 



High Impact Customer Outreach 

Customers with large 
landscapes,  
high consumption 
offered:   
 
• Residential Water 

Check-Up 
• WBIC information 
• Assessments on 

irrigation 
improvement,    
turf conversion 



Monthly Hi/Lo 
Usage Report Enables Conservation to identify customers with abnormal or 

persistent high consumption and offer assistance 

Abnormally Hi/Lo vs. Allocation 

Abnormal - Spike 

Persistent High Use 



• New/Improved Conservation Programs 
• HELIUM Rebate Program (High Efficiency Landscape 

Irrigation Upgrade Measures)  
• High Consumption Notification 
• Specialized Residential Audits 

• Complete Audit (Indoor and Outdoor) 
• Irrigation Only Audit  
• Leak Detection Assistance 

 



January February March April May 
WS Inquiry Calls 24 35 40 26 14 
WS Rate Complaints - 0 0 0 0 
WS Tier Names Compl - 0 1 0 1 
Indoor Variance 2 13 0 8 3 
Outdoor Variance 1 2 1 0 6 
CPUC Complaints - 1 1 0 0 
WS Full Water Audit - 7 17 10 1 
WS Leak Audit - 0 0 2 0 

2010 had total of 30 total WS Calls 
 



Program Acceptance 

Outreach 

Fair and 
Equitable 
Program 

Staff 
Preparation 



 Matthew S. Dickens 
 Valencia Water Company 
 (661) 295-6543 
 mdickens@valenciawater.com 

 
 Denis Wolcott 
 (213) 200-1563 
 denis@thewolcottcompany.com 
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