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Case Studies 

Two Different Agencies  With Different Issues 
Both Reaching Across the Meter 

• Thinking Differently about Water Rates 
• Communicate with customers 
• Trade Technology for Labor 
• Take Water Efficiency To Customers 

"Doing the same thing over 
and over again and expecting 
a different outcome, is the 
definition of insanity. Think 
differently." 
Albert Einstein 



A Perfect Storm 
2008 WMWD: 
  Lower water sales 
      Revenue loss 
               Economic downturn 
      Drought/ Supply Restrictions 
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What To Do? 

•Educated the Board on the Issues 
• Revenue & Efficiency 

• Approvals to Upgrade the Billing System 
• Move to Efficiency-based Rate Design 
• Reach out to Customers  
  

  
 
 
 CONSERVATIVE 

$1.77 

EFFICIENT 
$1.87 

INEFFICIENT 
$2.41 

WASTEFUL 
$3.78 

UNSUSTAINABL
E $4.67 Tier 5 

Tier 4 

Tier 3 

Tier 2 

Tier 1 

INDIVIDUALIZED 
WATER BUDGET 

 “Flat” Rate 

23.0% 

38.5% 
21.3% 

9.3% 8.0% 

How important is it to reward water use 
efficiency by homes and businesses and to 

penalize water waste (for example, with 
higher water rates for waste)? 

Extremely
Important

Very
Important



What Changed 

• Staff training for the new 
“tool” of Efficiency-based rates 

• What and how Customer Services 
talks and works with customers 

• Using technology to work 
with customers 

• Driving customers to web programs   

• Conservation programs 
funded only by inefficient 
customers 

 
 

Revenue Conservation
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After
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• 86%  of customers meet their billing period allocations 
• 100%  of conservation programs funded 
• 6 months  return on rate structure overhaul investment 
• 4%  increase in conservation 
• 0 mixed messages to the customer 
• 0 Revenue shortfall if customers use less water  

Revenue               Water Use 



What To Do? 
• Offer More Efficiency Programs (w/ no new staff) 

 



What To Do? 
Use Web-based Programs  

• www.smartyard.com (turn-key, vendor) 
• www.freesprinklernozzles.com (turn-key, vendor) 

 
 

http://www.smartyard.com/
http://www.freesprinklernozzles.com/


What Has to Change 
 

Reliable,  24/7, safe, 621 miles of 
pipeline, 128 pumps, 38 reservoirs of 
100 million gallons @ $ .03 per gallon 

Understanding the Actual Cost of Service & Water 

$ 1.00 
per day 



The Next Step 

Showing the customer their 
efficiency-based data 1 Showing the customer their 
efficiency-based data 



The Next Step 

Showing the customer their 
efficiency-based data 1 

Communicating the reality of 
the “fixed water services” 2 Communicating the reality of 
the “fixed water services” 

 

• 30,000 gals/1,000 sf of turf/yr. 
 

• 300,000 gals/10,000 sf of turf/yr. 
 

• 1,600,000 gals/1 acre of turf/yr. 
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The Next Step 

Showing the customer their 
efficiency-based data 1 

Communicating the reality of 
the “fixed water services” 2 

AMI and a wealth of data for 
customers 3 

Using technology to connect all 
the droplets… 4 



Challenges 

As a wholesaler, CLWA administered many of the 
conservation programs in the service area 

1 As a wholesaler, CLWA administered many of the 
conservation programs in the service area 



Challenges 

As a wholesaler, CLWA administered many of the 
conservation programs in the service area 

1 

Although programs were effective, they were 
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Challenges 

As a wholesaler, CLWA administered many of the 
conservation programs in the service area 

1 

Although programs were effective, they were 
expensive to run and difficult to scale because of the 
time require to administer them. 

2 

CLWA had little to no information on program 
participants (that information was held by the retailers 
and no direct connection with participants) 

3 

Following up and keeping in contact with customers 
was difficult and time consuming 

4 



What Changed 

Trading Labor for Technology 1 Trading Labor for Technology 



What Changed 

Trading Labor for Technology 1 
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What Changed 

Trading Labor for Technology 1 

Making program participation easy for 
customers and staff 

2 

3 Involving Customers in the process 



Trading Technology for Labor 

Registration done manually over the phone 1 Registration done manually over the phone 

Before 



Trading Technology for Labor 

Registration done manually over the phone 1 

2 Limited verification 

Before 



Trading Technology for Labor 

Registration done manually over the phone 1 

Limited verification 2 

3 Heavy burden on staff 

Before 



Trading Technology for Labor 

Registration done manually over the phone 1 Complete Online Registration 

After 



Trading Technology for Labor 

Complete online registration 1 

2 Program Database providing eligibility and 
wealth of customer data 

After 



Trading Technology for Labor 

Complete online registration 1 

2 Program Database providing eligibility and 
wealth of customer data 

After 



Trading Technology for Labor 

Complete online registration 1 

Program Database providing eligibility and 
wealth of customer data 2 

3 Automated engagement 

After 



Making Participation Easy 

End to end process automation  1 24/7 Access to program information 

Customers 



Making Participation Easy 

24/7 Access to program information 1 

Streamlined interface 2 Engaging step by step learning online 

Customers 



Making Participation Easy 

24/7 Access to program information 1 

Engaging step by step learning online 2 

3 More than just a program. A resource 

Customers 



Involving Customers  

1 Securing commitment 



Involving Customers  

Securing Commitment  1 

2 Personalizing the experience 



Involving Customers  

Securing Commitment 1 

Personalizing the experience 2 

3 Contributing to the community 



Involving Customers  

Securing Commitment 1 

Personalizing the experience 2 

Contributing to the community 3 

Keeping in touch  4 



1 200 Pre program signups in the first 
two weeks 

Documented Results 



Documented Results 

200 Pre program signups in the first 
two weeks 1 

2 6 months return on technology 
investment 



200 Pre program signups in the first 
two weeks 1 

6 months return on technology 
investment 2 

3 The ability to track the effectiveness 
of current and future programs 

Documented Results 



Questions - Comments 

Thank you for the opportunity to 
share our vision! 

Jon Daniel 
(951) 970-8608 

jdaniel@droplettechnologies.com 

Tom Ash 
(949)922-9539  

T-Ash@sbcglobal.net 
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