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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

• 62 Performance Measures
2018 Trend

“Satisfactory” 59 (95%) 57 (92%)

“Watch” 3 (5%) 4 (6%)

“Unsatisfactory” 0 (0%) 0 (0%)

“Insufficient Data” 0 (0%) 1 (2%)
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Product Quality
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Product Quality

• NPDES Compliance
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Product Quality

• Sanitary Sewer Overflows
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Product Quality

• Recycled Water 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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Operational Optimization
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Operational Optimization

• Electricity Self-Generation

NapaSan Board of Directors Meeting – February 20, 2019



Slide 14

Operational Optimization

• Chemical Consumption 
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Financial Viability
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Infrastructure Stability
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Infrastructure Stability

• Sewer Condition Assessment
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Infrastructure Stability

• Sewer Main Line Cleaning
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Infrastructure Stability

• Sewer Main Rehabilitation
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Operational Resiliency
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Operational Resiliency

• Vehicle Accident Rate
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Operational Resiliency

• Insurance Claims
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Operational Resiliency

• Experience Modification 
(XMOD) Rate
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Operational Resiliency

• Lost Time Hours
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Community Sustainability
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Community Sustainability

• Sewer Service Charge Affordability
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Community Sustainability

• Low Income Billing Assistance
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Water Resource Adequacy

NapaSan Board of Directors Meeting – February 20, 2019



Slide 29

Water Resource Adequacy
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• Recycled Water Availability
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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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Stakeholder Understanding 
& Support
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• Public Education 
Presentations and Tours
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Questions / Comments
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