
 
 

1 

NOTICE:  Pursuant to the Legislation AB 361, and in the interest of public health, Rincon 
del Diablo Municipal Water District is temporarily taking actions to mitigate the COVID-19 
pandemic by holding Board and Board Committee Meetings electronically or by 
teleconference.  The Boardroom will be open to the public, however, seating may be limited 
due to social distancing requirements and masks must be worn.   
 
To join this meeting via phone, please dial the following: 
United States: tel +1 (571) 317-3122 
Access Code: 175-264-117 
Public comments can made in one of two ways: 
 

1. The public may address the meeting telephonically by calling +1 (571) 317-3122 and 
using the following access code:  175-264-117.  Public comments are three minutes or less; 
or 
 

2. Before the meeting e-mail your comment to the Rincon del Diablo Municipal Water 
District Clerk of the Board at wcassidy@rinconwater.org and it will be read aloud at during 
the Public Comment period (three-minute limit). 
 
If modifications or accommodations from individuals with disabilities are required, such 
persons should provide a request at least 24 hours in advance of the meeting by e-mail to 
the Rincon Clerk of the Board at wcassidy@rinconwater.org. 

 
 

Notice of a Meeting of the Rincon del Diablo Municipal Water District’s  
Public Information & Intergovernmental Relations (PIIGR) Committee (Directors 

Welch and Naves) 
1920 North Iris Lane, Escondido, CA 92026  

Wednesday, October 20, at 10:00 a.m. 
VIA TELECONFERENCE AND IN PERSON 

 
AGENDA 

October 20, 2021 
 
I. CALL TO ORDER 
 
II. PUBLIC COMMUNICATIONS 
 
This portion of the agenda may be used by any person to address the Committee on any 
matter within the jurisdiction of the Committee.  No consideration or discussion shall be 
undertaken by Committee members at this time on any item not appearing on this 
agenda except as permitted by the Ralph M. Brown Act.  Items for consideration by the 
Committee may be placed on a future Committee agenda.  Committee recommendations 
and/or items requiring action will be placed on agenda of a future meeting of the Rincon 
del Diablo Municipal Water District Board of Directors. 
 
III. AGENDA ITEMS 
 

A. July 21, 2021 Committee Meeting Minutes. (Information Only) 
B. Faces of the Water Industry. (Information Only) 
C. A Day Without Water (Information Only) 
D. Customer Satisfaction Survey.  (Information Only
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IV. GENERAL MANAGER’S REPORT 
 
This portion of the agenda may be used by the General Manager to make informational oral 
reports on items which may be of interest or concern to the Committee.  No consideration or 
discussion shall be undertaken by Committee members except as permitted by the Ralph M. 
Brown Act. 
 
V. ADJOURNMENT 
 
The next meeting of the Public Information and Intergovernmental Relations Committee is 
scheduled for Wednesday, January 19, 2022, at 10:00 a.m. 
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       PUBLIC INFORMATION & INTERGOVERNMENTAL RELATIONS (PIIGR) 
Committee Meeting Minutes 

 
Minutes of the Public Information & Intergovernmental Relations Committee (Welch and 
Naves) meeting held at 1920 North Iris Lane, Escondido, CA and telephonically on 
Wednesday, July 21, 2021, at 10:00 a.m. 
 
 
I.   CALL TO ORDER 
 

Chair Welch called the meeting to order at approximately 10:02 a.m. 
 

Directors Present: Director Welch, Chair 
   Director Naves 
 
Staff Present:    Clint Baze, General Manager 
   Julia Escamilla, Public Information Officer (PIO) 
   Wanda Cassidy, Clerk of the Board 

       
II.   PUBLIC COMMUNICATION 
 

No public was present. 
 
III.  ITEMS FOR DISCUSSION 
 

A. May 24, 2021, Meeting Minutes. 
 

For information only. 
 

B. 2021 Outreach Calendar. 
 
Public Information Officer (PIO) Escamilla provided the 2021 Water Event 
Calendar.  The calendar includes a number of events that are scheduled 
to occur throughout 2021. 
 
• July and August - Ms. Escamilla’s reported during July her time was 

consumed with developing landscape aerial assessments for 
residential customers.  The assessments will be used so that DWR 
can calculate the District’s Water Budget. 

• September - The Fire Safety Expo is scheduled for Saturday, 
September 25, 2021.  Ms. Escamilla and the Fire Department 
continue to move forward with the planning of the event.  Ms. 
Escamilla reported this year’s event will replace the staff manned 
food booth with food trucks. This will enable staff and Directors to 
be out amongst the public and provide necessary food handling 
precautions relative to COVID-19. 

• October - A Landscape Workshop webinar, originally scheduled in 
September, will most likely be moved to October.  “Imagine A Day 
Without Water.” is on October 21st.  PIO Escamilla will provide 
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customers with public information and remind them about the 
importance of voluntary reductions due to the drought. The 
communications will be posted on the website and on Facebook.   

• November - November marks the beginning of the annual charity 
event.  District staff will select a local charity and throughout the 
months of November and December, staff, Directors, and 
customers make donations that are later taken to the charity.   

• December – The charity event ends, and the Holiday Breakfast is 
scheduled. 
 

In closing Ms. Escamilla referred to a list of potential future events.  Ms. 
Escamilla indicated she is hopeful next year the District may add the 
Landscape Contest to the calendar. 
 
After the report, Ms. Escamilla answered questions from Directors. 

 
C. 2021 Outreach Activities 
 

PIO Escamilla brought shared a list of outreach activities for 2021.  A 
number of the activities are centered around WaterSmart.  The District is 
fortunate to be one of the few local water agencies that has access to the 
software.  The District was awarded the grant that funds WaterSmart in 
2015.  Some of the functions of WaterSmart are: 
 
• Daily leak notifications  
• Bi-Monthly Home Water Reports 
• Emergency Messaging  
• Planned Messaging 

 
PIO Escamilla continues to work closely with WaterSmart in developing 
features. 
 
Additional means of outreach include: 
 
• Facebook  
• District Newsletter  
• Public Outreach  
• Water Landscape Water Audit  
• Volunteer Water Budgets  
• Presentations to elementary school classes during COVID-19.  The 

number of presentations is expected to increase in the next year. 
• Website  
 
PIO Escamilla then provided information regarding the professional 
agencies she participates in on behalf of the District. 
 
After the presentation, Ms. Escamilla answered questions from Directors. 
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D. Customer Satisfaction Survey. 
 

Ms. Escamilla provided Directors with handouts regarding the 2016 
Customer Satisfaction Survey asking customers specific information.  The 
initial survey was conducted by WaterSmart in 2015 after the initial rollout 
of WaterSmart took place.  In 2016, WaterSmart conducted a follow-up 
survey to determine how well customers received WaterSmart.  The 
survey included District added basic questions.  Approximately 1,420 
surveys were sent out.  500 people responded for a 35 percent response 
rate.  WaterSmart conducted the analysis and provided the information to 
the District.   
 
Management has determined it is time to conduct another survey. 
Although the grant does not include the upcoming survey, WaterSmart 
has agreed to conduct, analyze, and summarize the survey at a cost of 
$4,000.   
 
After discussion with Directors, it was agreed Ms. Escamilla will provide a 
draft of questions to be included on the survey to Directors.  Directors will 
review and comment on the questions and the questions will be taken to 
the full board. In addition, PIO Escamilla will ask that managers review the 
questions to determine if there are any additional topics that should be 
addressed. 
 

E. Legislative Update. 
 

PIO Escamilla provided Directors reported the legislature is on recess.   
 
IV.  GENERAL MANAGER’S REPORT 

 

• General Manager Baze reported the following: 
 
Padre Dam will be reinstating late fees. Rincon will be bringing this topic 
for discussion at the August meeting.  Rincon’s delinquencies’ total 
$134,000 for 178 customers.  The Committee discussed options for how 
to collect the outstanding debt. 
 

V.    ADJOURNMENT  
 

There being no further business, the meeting was adjourned 11:11 a.m.   
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October 20, 2021 

PUBLIC RELATIONS AND INTERGOVERNMENTAL RELATIONS 

III-D. Customer Satisfaction Survey.  

PURPOSE: 
To review the 2016 Customer Satisfaction Survey and provide feedback to staff prior to 
presenting the final draft to the Board of Directors for consideration. 

FISCAL IMPACT: 
$4,000.  

PREVIOUS BOARD ACTIONS: 
Jan. 2016: PIIGR reviews goals of a Customer Satisfaction Survey. 

April 2016: PIIGR approves final concept and questions for the upcoming Customer 
Satisfaction Survey. 

June 2016: Customer Satisfaction Survey distributed digitally by WaterSmart. 

July 2016: PIIGR reviews Survey results provided by WaterSmart. 

Oct. 2016: Survey results presented to the Board of Directors. 

SUMMARY/DISCUSSION: 
In March 2014, the District provided a customer comment card on its website and in the 
lobby. The card was the District’s only method to allow customers to provide input 
directly to management and to capture customers’ reactions to specific incidents. This 
method of acquiring feedback was rarely, if ever, used by customers.    

In order to capture important general sentiment and trends of its customers, the PIIGR 
Committee requested that staff reach out to WaterSmart in October of 2015 regarding 
the potential of using the WaterSmart software as a platform to distribute a Customer 
Satisfaction Survey.   

In January 2016, staff worked with the WaterSmart consultant for using WaterSmart to 
conduct a District-wide survey. WaterSmart reported that the five-year contract included 
a single follow up survey to determine the perceived effectiveness of WaterSmart by 
District customers at no cost. They also agreed to allow the District to submit its own 
questions to be included in the distribution of WaterSmart’s “first year” Customer 
Satisfaction Survey, with the understanding that the Survey would be conducted solely 
in a digital manner.  
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WaterSmart also agreed that it would manage the data compilation and survey results if 
the District joined their survey efforts.  However, the majority of the of the survey 
questions, metrics, and other information would reside with the District. 
 
At the January 2016 meeting, the Committee discussed general aspects of questions to 
be added to the WaterSmart Survey: 
• General service satisfaction 
• Satisfaction with water rates (i.e., How do you feel about the value of water you 

receive for the price you pay) 
• Satisfaction with District office hours (i.e., Convenience of office hours: Excellent, 

Very Good, Good, Fair, Poor, Does Not Apply; and/or  Would you support 
allocating budget in order to increase office hours:  Yes, No) 

• Satisfaction with online or web services 
• Allow some free space for customers to provide comments/responses 
 
The Customer Satisfaction Survey was distributed to 1,420 customers and received 500 
responses lending to a 35% response rate. The results indicated that of the responding 
customers, 77% were satisfied to very satisfied with the value of the District’s services. 
 
In July 2021, staff discussed an updated Customer Satisfaction Survey with the PIIGR 
Committee, with a goal of distribution to customers in Spring of 2022. WaterSmart 
agreed to provide the same level of assistance in 2022 at the cost of $4,000.  
   
RECOMMENDATION: 
That the Committee review the Survey questions and provide staff with further direction. 
 
ATTACHMENT: 
• 2016 WaterSmart Customer Satisfaction Survey 
 



Customer Satisfaction Survey – June 2016 
 
1. How satisfied are you with the value of services provided by Rincon? 
Very Satisfied       Satisfied     Neutral Somewhat Dissatisfied    Very Dissatisfied 
 
2. To what extent do you agree or disagree that Rincon Water makes it easy to: 
(Strongly Agree   Somewhat Agree    Neutral    Somewhat Disagree   Strongly Disagree) 
 

• Understand you water use?   
• Save money on your water bill 
• Take steps to use water efficiently 
• Communicate with us? 

 
3. How often to you typically visit the Rincon Water office? 

________Once or less per year 
________2 to 4 times per year 
________Monthly 
________Bi-monthly 
________Other (Please Specify): ________________ 
 

4.  If you visit the Rincon Water Office, what hours of operation would best meet your 
needs? 
________10 am to 6 pm 
________9 am to 5 pm 
________8 am to 4:30 pm 
________7:30 am to 4 pm  
________Other (Please Specify): ________________ 
 

5. What types of events would you be interested in attending? 
________Drought tolerant workshop 
________Other water-related workshops 
________Family-oriented activities related to water 
________Emergency preparedness workshop 
________Other (Please Specify): ________________ 
\ 
 

6. Do you recall getting a personalized Home Water Report by mail or e-mail in the past 
year?  
Yes     No     Not sure 
 
If yes, did you look at these reports?  
Yes    Yes, once or twice    No     Not Sure  
 
 



Would you like for us to continue these reports? 
Yes              No          Not sure 
 

7. Did the Home Water Reports prompt you to be more water efficient?  
Yes      No 
 
If yes, please check all that apply: 
  
_____Reduce outdoor landscape irrigation     _____ Took shorter showers 
_____Flushed less frequently          _____ Washed only full loads of clothes 
_____Turned off water while brushing teeth, shaving, or soaping up 
_____Switched some or all of my outdoor landscaping to plants that use less water 
_____Fixed an outdoor leak (e.g. hose, irrigation system) 
_____Installed more efficient irrigation system (e.g. rotating nozzles, drip irrigation) 
_____Captured rainwater for irrigation or other uses 
_____Upgraded to more efficient indoor fixtures (e.g. toilets, faucets) 
_____Fixed an indoor leak (e.g. sink, toilet, shower, water heater) 
_____Collected grey water (e.g. from showers, sinks, laundry) 
_____Installed a weather-based irrigation controller 
_____Other (please specify) ____________________________________________  

 
8. Which aspects of the Home Water Report do you find the most valuable? 

_____Information about how many gallons of water I use per day 
_____The comparison of my annual water use to the previous year 
_____The Home Water Report is a reminder to be aware of my water use 
_____My personalized recommendations to save water 
_____The companion website – Rincon.WaterSmart.com – that lets me learn more about 

my water use  
 
9. Have you visited your online WaterSmart portal?    Yes     No 
 

If yes, which features do you find the most valuable?  
 _____My water use history 
_____The charts showing where I use water 
_____My hourly data 
_____The videos and step-by-step instructions on ways to detect leaks and use water 

efficiently 
_____The ability to request notifications if I start to exceed my “normal” use 
_____I can check my water use while I am away from home or on vacation 
_____Other (please specify) ________________________________________ 
 

 
10. Is there anything you would like us to know?  




