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Se rvic e  Are a
P ro vid e s w a t e r, w a st e w a t e r, 
a n d  re cyc le d  w a t e r se rvice s 
t o  n e a rly 1 m illio n  p e o p le  in  

Rive rsid e  Co u n t y.

Se rvic e  Le g a c y
Acq u ire d  Mu rrie t a  re t a il a re a  

in  20 0 5; co m m it t e d  t o  
b a la n c in g  lo ca l a n d  im p o rt e d  
w a t e r so u rce s t o  m a in t a in  a  

su st a in a b le  su p p ly.

Co re  Mis s io n
De live r re lia b le , h ig h -q u a lit y 

w a t e r w h ile  e n su rin g  
cu st o m e r sa t isfa c t io n  a n d  

e n viro n m e n t a l re sp o n sib ilit y.

21 3

Ab o u t  W e s t e rn  W a t e r
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HISTORY OF NORTH W ELL

• Are a s  o f o u r se rvice  a re a  in  Mu rrie t a  
e xp e rie n c in g  w a t e r d isco lo ra t ion  
fro m  n a t u ra l m in e ra l d e p o sit s .

• Ae st h e t ic  issu e s  d u e  t o  m a n g a n e se  
le ve ls  in  g ro u n d w a t e r.

• Re so lve  a e st h e t ic  w a t e r q u a lit y 
issu e s  w h ile  ke e p in g  lo ca l 
g ro u n d w a te r a s  a  p rim a ry re so u rce .
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P ROJ ECT CHALLENGES

• Re h a b ilit a t ion  o f t h e  No rt h  W e ll le d  
t o  cu st o m e r co m p la in t s  a b o u t  
w a t e r d isco lo ra t io n .

• Te st in g  co n firm e d  w a t e r sa fe t y, 
w it h  m a n g a n e se  b e lo w  re g u la t o ry 
le ve ls  (.0 5 m g /L).

• Ae st h e t ic  co n ce rn s  co n t ra d ic t e d  
W e st e rn  W a t e r’s  co m m it m e n t  t o  
su p e rio r se rvice
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OBJ ECTIVES

Ma n g a n e s e  Tre a t m e n t  P ro je c t  Go a ls :
• Re d u ce  m a n g a n e se  co n ce n t ra t io n  t o  b e lo w  

t h e  d e t e c t a b le  le ve l

• Elim in a t e  d isco lo ra t io n  issu e s

• Ach ie ve  a  co st -e ffe c t ive  so lu t io n  fo r t h e  
co m m u n it y

Co m m u n ic a t io n  Ca m p a ig n  Ob je c t ive s :
• Ed u ca t e  a n d  in fo rm  st a ke h o ld e rs  a b o u t  

p ro je c t  p ro g re ss

• Re d u ce  cu st o m e r co m p la in t s  b y 50 % 

• Bu ild  t ru st  t h ro u g h  t ra n sp a re n t  a n d  t im e ly 
u p d a t e s



COMMUNICATION 
AP P ROACH
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A m ix o f re a c t ive  a n d  p ro a c t ive  s t ra t e g ie s
• Ackn o w le d g in g  d isco lo ra t io n  issu e s h e a d -o n

• Re g u la r u p d a t e s  d e m o n st ra t e d  W e st e rn  
W a t e r’s  a cco u n t a b ilit y a n d  co m m it m e n t  t o  
o p e n n e ss

• Usin g  p la in  la n g u a g e  a n d  t ra n sp a re n t  
u p d a t e s  

• Ta ilo re d  m e ssa g in g  re d u ce d  t h e  ru m o r m ill 
a n d  e n su re d  co n sis t e n cy a c ro ss a ll ch a n n e ls .
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COORDINATED 
COMMUNICATIONS 

• Ext e rn a l Ou t re a c h :
P o p -u p  e ve n t s , m a ile rs , b a n n e rs , e m a ils , 
a n d  w e b sit e  u p d a t e s .

• In t e rn a l Ou t re a c h :
To o lkit  w it h  t a lkin g  p o in t s , d e d ica t e d  
p ro je c t  w e b sit e  fo r s t a ff a n d  Bo a rd , a n d  
b u sin e ss  ca rd s fo r co n st ru c t io n  t e a m s.

• St a k e h o ld e r  En g a g e m e n t : 
St re n g t h e n e d  re la t io n sh ip s t h ro u g h  
p ro a c t ive  u p d a t e s .
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RESOURCES & BUDGET

P ro je c t  Bu d g e t : $30 ,0 0 0
• Cost  Sa vin g s: Con su lt a n t  su p p o rt  

u p  fron t  w it h  In -h ou se  e xe cu t ion .



LESSONS LEARNED
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• Tra n s p a re n c y is  c r it ic a l:
Ackn o w le d g in g  co n ce rn s b u ild s t ru st .

• Ed u c a t io n  is  k e y:
He lp in g  cu st o m e rs u n d e rst a n d  t e ch n ica l 
in fo rm a t io n .

• Te a m w o rk  d rive s  s u c c e s s :
In t e rn a l co lla b o ra t io n  fo st e rs  in n o va t ive , 
cu st o m e r-fo cu se d  so lu t io n s.
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P RESENTED BY:
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Gra c e  Ca rd e n a s , W e st e rn  W a t e r

Qu e s t io n s ?
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