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Effective Utility Management 
10 Attributes of  
Effectively Managed  
Water Utilities 
•Product Quality 
•Customer Service 
•Employee Leadership and Development 
•Operational Optimization 
•Financial Viability 
•Infrastructure Stability 
•Operational Resiliency 
•Community Sustainability 
•Water Resource Adequacy 
•Stakeholder Understanding & Support 
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Summary 

• 63 Performance Measures 
• 51 (81%) “Satisfactory”  

• 7 (11%) “Watch” 

• 2 (3%) “Unsatisfactory” 

• 3 (5%) “No Measure / No Data” 
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Product Quality 
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Customer Service 
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Customer Service 

• Service Call Response Time 
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Customer Service 

• Customer Satisfaction 
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Employee & Leadership 
Development 
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Employee & Leadership 
Development 

• Online Safety Training Hours 
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Operational Optimization 
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Financial Viability 
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Financial Viability 

• Revenue-to-Expenditure Ratio 
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Infrastructure Stability 
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Infrastructure Stability 

• Sewer Main Condition Assessment 
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Infrastructure Stability 

• Sewer Main Rehabilitation 
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• Lower Sewer Lateral R&R 

Infrastructure Stability 
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Operational Resiliency 
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Operational Resiliency 

• Insurance Claims 
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Operational Resiliency 
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• Influent Pump Station 
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Community Sustainability 
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Water Resource Adequacy 
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Stakeholder Understanding 
& Support 
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Stakeholder Understanding 
& Support 
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• Comparative Rate Rank 

Average 
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  2014 2015 
Service Call Response Time 

Online Safety Training Hours 

Revenue-to-Expenditure Ratio 

Rates Based on Life-cycle Cost 

Sewer Main Condition Assessment 

Lower Sewer Lateral R&R 

Insurance Claims 

IPS 

 

Changes from Prior Year 
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Questions / Comments 
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