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Our Vision

We will be a national leader among water utilities focused on
customer satisfaction and delivering outstanding quality and value.

Our Mission
We provide our community with exceptional service that protects
public health and balances social, environmental and fiscal
responsibilities in a sustainable manner.
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Dear Customers, Stakeholders, and Castle Rock
Water Utilities Department employees,

In 1893, with 2.5 miles of wooden pipeline, a few water mains and one
reservoir, the department began its first service to just a few hundred
people. Thus, began the Town’s commitment to delivering residents this
vital and important natural resource.

Water Works Pumping Station -
Over a century later, we are an industry leader, providing state-of-the-art early 1900s
water, wastewater and stormwater services to a growing Town of more
than 53,000 residents.

In order to ensure that we fulfill our Vision and Mission and continue our national leadership, the team has updated its
strategic plan. Our team has worked diligently to develop a five-year plan for Castle Rock Water that will guide our priorities
as we continue to serve our growing community and complete our Legacy Water Projects.

This strategic plan is designed to build on the successes of the past while carrying Castle Rock Water forward. The specific
strategies outlined in the plan include simple solutions and leading-edge technologies. They showcase our innovation and
rely on continued community support.

Castle Rock’s Legacy Water Projects were designed to secure our water future by focusing on renewable water solutions.
We cut the ribbon on one of those projects this year. The Plum Creek Water Purification Facility (PCWPF) is capable of
purifying a wide range of water supplies into top-quality drinking water. This facility opened in 2013 and gave us a chance
to demonstrate innovative thinking as we utilized the best technology available. This strategic plan continues the tradition
behind our Legacy Water Projects of drawing on the most innovative solutions.

We will continue to be an industry leader focusing on customer satisfaction and delivering outstanding quality and value. The
plan will also ensure that we continue to partner closely with the community, our neighbors and the region as we work

to provide, yet conserve, this critical resource. Much of this will be demonstrated as we move ahead with our partners on
the other two Legacy Water Projects — Reuter-Hess Reservoir and working with other statewide partners to bring renewable
water from other sources to the Town.

Castle Rock Water looks forward to input from you on this strategic plan as we strive toward continuous improvement to
meet our Mission of “providing our community with exceptional service that protects public health and balances social,
environmental and fiscal responsibilities in a sustainable manner.”

Our water is one of the most important resources to
ensure the long-term health of our community. As we
build on the past, Castle Rock Water is absolutely
committed to protecting and sustaining it for our future.

The plan will be available online at CRgov.com/Water.
If you have questions about the plan, please feel free
to contact us at 720-733-6000 or CRgov.com/water.

Sincerely,
Castle Rock Water Utilities Department Team
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Introduction: A National leader

From its inception more than a century ago,
the Town and its residents have recognized
the need for a sustainable water supply. Due
to limited rainfall and expensive requirements
for treating surface water, the Town has been
until recently almost fully reliant on non-
renewable groundwater. That's why residents

and the Utilities Department have been -
conservation-minded and focused on future

innovation. Ongoing strategic planning and "
iInnovative approaches to issues over the ,..

last 10 years have helped us become a

leader in many areas of the water business.
The vision, of course, is to become a national
leader among water utilities.

The membrane filters pictured above are the heart of our

Over the last decade, the Castle Rock Water new Plum Creek Water Purification Facility.

Utilities Department has almost doubled in size

and now embodies more than 18,900 customer

connections and more than $500 million worth of infrastructure assets to be managed, operated,
optimized, and maintained. In this same timeframe, the Town of Castle Rock has grown from a Town of
8,800 to 53,000 plus. During the last decade, water resources have become more valuable and harder
to secure in Colorado. All aspects of the water business have become more heavily regulated and
increasingly technical in nature. The challenges for water utilities have grown exponentially. Integrated
or “total” water management meaning the management of water, wastewater, and stormwater as a
single resource has become the expectation. This natural progression makes sense as these resources
are connected. The Utilities Department faces significant challenges in this increasingly complex
environment. We must maintain existing supplies and secure additional long term sustainable water
supplies.

The department’s strategic planning process was
developed as a leadership tool to help our team
become oriented in the same direction ensuring
that everyone’s individual efforts will move us
forward as a team in a mode of continuous
improvement. This Strategic Plan is the culmination
of approximately a year’s worth of planning and
innovative thought by the Team, as well as annual
updates to that culture of innovation. The goal,
which has been achieved successfully, was to take
| the previous strategic planning efforts and build on
. them to design a plan that will help us focus our
energies for the next five years. The plan’s
development process engaged the entire team
Green sand filters allow our new plant to treat ensuring input from the various divisions and also
a range of varying raw water supplies. pulled from the best planning documents and
approaches used in the water industry.




The Utilities Department reviewed strategic plans from top ranked utilities across the nation as well as
industry leading approaches to strategic planning including The Ten Attributes of Effectively Managed
Water Sector Utilities, a comprehensive document developed as a part of the Effective Utility Management
(EUM) Initiative through the American Water Works Association (AWWA). Sources for benchmarking our
performance were also identified, including the 2011 Benchmarking Report prepared by the AWWA. As
part of our annual updates to this Plan, we participated in the 2013 Benchmarking Report and used that
to inform updates to our strategic planning.

The team set many important goals initially, including:

é Meet the needs of our community (account for our political, social, financial and physical

environment), and our team (uniquely ours, match our culture).

Marry this plan with the Town's strategic plan.

Should take into account our specific needs.

Recognize national trends in our business and utilize current best practices.

Incorporate the Vision and

Mission of the Utilities

Department and Town

Values.

¢ Ensure consistency with our
master planning.

[ 2 2N N o

The starting point for the strategic
planning process was to revisit the
communities’ priorities in the
Community Vision 2020 document
and the Town's Strategic Plan
dated 2010 and updated in the
3-year balanced financial plan in
2013. These priorities were
incorporated into the utilities
strategic planning process.

Rueter-Hess Reservoir - A Legacy Project and a key component of

The plan was developed in stages
with six strategies developed first
followed by the supporting goals
and objectives. Input was then sought from the entire staff to see if the strategies and supporting

goals and objectives were on target. This input was obtained through focused team meetings in each
division, discussion of the draft plan at staff meetings, and emails to staff with the plan attached and
direction on providing input. Staff input was provided and the strategies and supporting goals and
objectives were modified taking into consideration the input received. Once the strategies and supporting
goals and objectives were established based on staff input, the final draft of these was taken to the
Utilities Commission for input and review in September 2013. These strategies, goals and objectives
were then provided to Town Council in November 2013. Annual input has been obtained from Commission
and Council each year since.

Castle Rock Water’s long-term water supply.

Once the strategies, goals and objectives had been finalized, a tactics and implementation plan was
created to further define meeting the goals and objectives for each strategy as well as provide for a

method for measuring success. Over 130 SMART (Specific, Measurable, Attainable, Realistic and Timely)
8



tactics were identified by the team to this end. Key Performance Indicators (KPIs) are associated with
many of these tactics and accomplishment of tactics and tracking of KPIs have been and will continue
to be used to report progress on this plan at least annually to the Utilities Team, Town Council, the
Community and our other internal and external stakeholders.

A final draft document incorporating input from staff, Utilities Commission and Town Council was then
prepared. This document was once again reviewed with staff through a series of team meetings. After
considering final comments, a final document was prepared and taken back to the Utilities Commission
in January 2014 and Town Council in March 2014 for approval and adoption. The end result - this

is our Strategic Plan. Again, this Plan has been updated each year since adoption.

This plan looks out over a five year period consistent with our other more detailed planning process
horizons and accounts for the various Utilities Department master planning efforts. We are entering the
third year of the Plan. One of the primary functions of this strategic plan is to tie together enterprise
based master plans and documents, the Community Vision documents, and the Town strategic and
financial plans to allow clear focus on the overall priorities of the Utilities Department given the goals

and objectives within each enterprise and the other critical strategic concerns of the utility. This Strategic
Plan is a living document and has been and will continue to be updated as master plans are updated, the
Community Vision 2030 document is rolled out, and the Town's overall strategic and financial plans are
updated.

These features are examples of the leadership Castle
Rock has shown in efficient use of water and water

conservation. Pictures show Xeriscaping at the Ray
Waterman Regional Water Treatment Center,
medians in The Woodlands, and Festival Park
(left to right.)



Our Vision, Mission and Values

The Town, the Utilities Department and its residents have recognized the need for a sustainable water
supply. The Vision and Mission were developed several years ago and incorporated this basic concept
along with a focus on the customer, our product, public health and overall sustainability. As the Town
continues to grow and change, this plan provides a roadmap to help the Utilities Team continue to fulfill
the Vision and Mission utilizing our Town Values.

Our Vision

We will be a national leader among water utilities focused on customer satisfaction and delivering
outstanding quality and value.

Our Mission
We provide our community with exceptional service that protects public health and balances social,
environmental and fiscal responsibilities in a sustainable manner.

Our Values
Clear, direct, honest communication is the essential vehicle by which the following values are
demonstrated:

We are accountable for behaviors, work products, successes, and failures.

We are committed to integrity, honesty, and the highest standard of conduct and professionalism.
We are adaptable and open to change.

We work as a team toward common goals with a spirit of cooperation.

We respect others. We listen to ideas and are considerate of time and priorities.

We encourage creativity and innovation.

We recognize and celebrate accomplishments.

We support balance between our professional and personal lives.

We practice responsible care for our resources, assets, and environment.

We provide exceptional public service to internal and external customers.

[ N 2N N o BN N S o o o




Build a sustainable and reliable water supply by securing new and diverse
W 7Z renewable water supplies; responsibly managing the Town’s existing
Securing our redropbydrop - groundwater supplies; and protecting watersheds in the Town.

{: STLE Rock Strategy 1: Ensure long-term water

The first strategy identified by the team is a common

theme in all of the strategic and community documents for
the Town of Castle Rock. In simple form, this strategy is to | _
ensure long-term water. The Water Resources Strategic
Master Plan focuses on key aspects of this strategy
including renewable water supply. This strategic plan
provides additional goals and objectives coming from all
divisions within the Utilities Department which support the — F&&
overall strategy of ensuring long-term water including the ‘
development of a long term renewable water supply as
outlined in the Water Resources Strategic Master Plan. A
number of the attributes identified through the Effective |
Utility Management initiative are also covered under this
strategy including water resource adequacy, operational
resiliency, infrastructure stability and community
sustainability. Goals and objectives for Strategy 1 are:

Goal #1: Secure adequate water supplies at a cost
and in a manner that spreads the costs evenly
through 2050.

+ Acquire renewable surface water comprising
75% of supply by 2050.

/0 Y East Plum Creek is a key source of renewable
+ Minimize the cost of the water supply by water for our community

forging partnerships.

Minimize unaccounted and non-revenue water to reduce the total amount of imported water.
Reassess the Town Municipal Code related to water supply.

Maintain a current water demand and water supply forecast model.

Maximize the use of water rights including stormwater and reclaimed water.

> & o o

Goal #2: Fully utilize existing groundwater infrastructure to maintain long-term water security.

+ Develop a Groundwater Optimization and Sustainability Program.
+ Implement Aquifer Storage and Recovery Program.

Goal #3: Increase conservation and reduce seasonal peak demands in the community.

+ Update the Water Conservation Master Plan.

+ Decrease peak demand to average demand ratio to decrease long-term water cost of additional
water supply.

+ Protect our groundwater supply by implementing guidelines and regulations, or an aquifer
protection plan.

11



Goal #4: Develop plans and preparations for dealing
with future droughts.

+ Develop a Drought Mitigation Plan.
+ Diversify water supply where possible.
+ Develop a detailed Conjunctive Use Plan.

Goal #5: Protect the watershed and shallow alluvial
aquifers from whence our supply comes.

¢ Further refine Stormwater Program Plan to ensure
proper funding for all necessary stormwater
improvements.

+ Engage in regional water quality groups and efforts.

+ Comply with all state and federal NPDES Phase |l
MS4 Permit requirements.

Castle Rock Water maintains an extensive
network of deep groundwater wells. This
picture shows the drilling of one such well.

Surface water treatment plant (such as Plum
Creek Water Purification Facility)

— -

Surface Water Stream
Well Injection Well Pump
Phase Back Phase
ASR Well System
e e Aquifer storage and recovery

is a way to potentially store
renewable water in our deep
groundwater well network - this
graphic shows the basic concept.

12



CASTLE ROCK Strategy 2: Utilize Town values to fulfill Utilities Vision and Mission

wate

Securing our future drop by drop

Any organization is only as good as its people. The water industry is no exception. The provision of
these services requires high performing professionals in a competitive environment. These professionals
must be able to deal with complex technical operations and maintenance requirements, detailed and
difficult regulatory issues, and daunting long term planning and - '

financial management challenges. With a staff of more than 84
highly trained professionals, the Castle Rock Water Utilities
Department must focus on the performance and support of this
team. Strategy 2 is designed to provide this focus. The Town is

a value-based organization, and the Department has incorporated
the active use of these values in every aspect of our strategic
planning and operations, and the leadership and growth of the
team. Shining this light on the health of our organization will help
the team to fulfill our Vision and Mission. Major items covered in
this strategy include staffing levels, communications, employee
performance and retention, succession planning and accountability,
and more. This strategy also incorporates key attributes from the
Effective Utility Management Initiative including employee leadership
and development, customer satisfaction, and stakeholder
understanding and support. Goals and objectives for Strategy 2 are:

Owur team loves their work, and it
is this kind of attitude we seek in

Goal #1: Communicate in a clear, direct and honest manner, ,.: tcam members.
internally and externally.

+ Evaluate, refine and improve, on a continuous basis, current methods for communication with
internal and external customers.

Provide timely communications to external and internal customers.

Focus and train team members on effective communication and communication techniques.
Develop tools to measure the effectiveness of our communications.

Ensure that each employee feels like a valued member of the team.

Goal #2: Live Town values to ensure a »’ . ”‘"i 55
healthy organization that will drive high > ks
performance ‘ L

* & o o

+ Complete our goals with a sense of
urgency appropriate for the importance
of our work, and hold each other
accountable for results.

+ Work as a team with other Town
departments to ensure that the overall
community vision and Town strategic
plans are achieved.

The team, working at night, to fix a leak.

13



+ Develop a team culture where every member contributes to the provision of exceptional
service and protects public health.

+ Train and educate team members on the connection between Town values and a healthy,
high performance organization.

+ Promote Town values through our interactions with internal and external customers and
stakeholders.

Goal #3: Invest in our employees, and recruit and retain competent, talented employees
who are motivated, adaptive and safe working.

+ Work with the Town to ensure we have appropriate compensation and benefits in place to
be competitive in the utilities industry.

+ Provide opportunities for team members to gain certifications, attend training, and further
their education.

+ Refine and implement a comprehensive health and safety program that minimizes risks to
team members.

+ Ensure that we challenge employees to achieve more than would normally be expected.

Castle Rock Water Utilities team utilize our high tech monitoring system

to optimize operations at our newest water plant.

14



C STLE Rock Strategy 3: Enhance customer satisfaction

Owate

Securing our future drop by drop

This strategy was developed in a manner consistent with the
philosophy at the Utilities Department that all staff are in the
customer service business and must participate in the
continuous improvement of that service. This customer centric
approach has been in place for many years at the Utilities
Department. This strategic plan identifies goals and objectives
to continue this focus and fulfill the Vision and Mission for the
department by continuing to improve service to our customers.
This strategy covers objectives ranging from analysis of
appropriate levels of service to improved communications,

and utilization of technology to make us more efficient and
more customer-oriented. Effective Utility Management Initiative
attributes covered in this strategy encompass customer
satisfaction, community sustainability and stakeholder
understanding and support at a minimum. Goals and objectives
for Strategy 3 are:

Goal #1: Understand stakeholder needs, perceptions H2Oaccess - Our new technology-based

and expectations. billing system.
+ Define our current level of service; identify appropriate level of service; and implement that
level of service.
+ Ensure that our rates and fees, given local constraints, are comparable with surrounding
utility providers.
+ Evaluate and utilize Town efforts in community engagement and visioning to better define
customer needs, perceptions and expectations.

Goal #2: In collaboration with our customers, seek and apply innovative approaches to
provide exceptional customer service.

+ Integrate technology to provide multiple customer interface options.
+ Utilize technology to streamline and optimize staffing and business processes.

Goal #3: Communicate the value of products and services
provided to our customers. .

+ Develop and implement a comprehensive communication
strategy. =S
+ Maintain consistent message with regional and state-wide
communication efforts. L e
+ Partner with others to broaden our outreach effort.
+ Track and leverage industry specific messaging regarding
the value of water. H2Oaccess means you can connect

to your water, your way.

15




CASTLE ROCK strategy 4: Maintain financial sustainability

water

Securing our future drop by drop

Utilities are inherently infrastructure intensive entities. A well run utility operation requires significant
initial investments in pipes, tanks, plants, and other infrastructure and the continuing re-investment in

existing infrastructure. Significant financial
resources are required to accomplish this basic
mission. As such, a focus on maintaining the
financial sustainability of the utilities infrastructure
through optimum management of the four
associated enterprise funds is critical to the
success of the community and the utility. The
funds for the proper financial management of

the utility come from the customers of Utilities
Department. This strategy provides the necessary
focus on the financial management of the utilities’
assets and infrastructure for the long-term benefit
of the utilities’ customers. Many of the attributes
promoted in the Effective Utility Management
initiative are part of this strategy including, of
course, financial viability. Goals and objectives for
Strategy 4 are:

Goal #1: Maintain sustainable rates and fees.

Our Meters Services team performs one of the most
important aspects of the utility operation - metering
and tracking every drop of water.

+ Operate on a cost-of-service basis, effectively managing expenditures and revenues.
+ Evaluate business processes and practices to leverage efficiencies.
+ Ensure coordination and collaboration of enterprise fund

management with overall Town financial goals.

Goal #2: Demonstrate fiscal accountability and transparency.

Meet or exceed industry financial standards.

+ Maintain effective customer account management processes

and procedures.

+ FEvaluate and manage contracts, agreements and
commitments to ensure the best value for our customers.
+ Develop financial policies to optimize capital project financing,

investments and overall money management.

+ Communicate the financial status of each utility enterprise

fund to stakeholders.

16
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in meter technology - the iPerl

(shown above.)



JASTLE ROCK Strategy 5: Optimize infrastructure performance

wate

Securing our future drop by drop

The Utilities Department is responsible for operating more than $S500 million worth of infrastructure. In
order to meet our Vision and Mission, we must continually evaluate the operation of this infrastructure and
work to optimize its performance both on a daily basis and over the long term. Much of the infrastructure
being managed has been designed to last for decades. Optimizing the operation of the infrastructure today
including proactive maintenance, will ensure that it continues to operate for its full designed life and
beyond. This cost entails a broad range of goals and objectives designed ultimately to increase the
efficiency of the Utilities operations and extend the life of the assets being managed by the utility for the
benefit of the customers being served by this infrastructure. Product quality, operational resiliency,
operational optimization, and infrastructure stability are important Effective Utility Management initiative
attributes addressed in this strategy. Goals and objectives for Strategy 5 are:

Goal #1: Examine and implement cost-effective and sustainable performance improvements.

+ Develop an Energy Management Plan to target and ensure efficient operation of high consumption
assets.

+ Develop facility-
specific operating
plans that balance
water resources,
operational efficiency
and preventive
maintenance
perspectives.

+ Provide adequate
operations and
maintenance facilities
to allow for staff
development,
equipment
maintenance and
forecasted growth.

Goal #2: Maintain and
enhance infrastructure
stability to optimize life-
cycle costs.

Inside of a water tank after completing construction. In Castle Rock, water
tanks provide 36 million gallons of stored water to balance daily demands
and deal with potential emergency needs.

Perform periodic review and update O&M specific plans and programs.
Develop an Asset Management Program, complete with asset condition assessments and
recommended replacement schedules.

+ Develop and implement a Preventive Maintenance Program.

17



Goal #3: Launch operational resiliency initiatives to enhance emergency response.

+ Implement mobile technology and wireless access for field employees to reduce customer
response time.

+ Enhance the Emergency Response Plan (ERP) as influenced by periodic reviews of the
Vulnerability Assessment (VA).

+ Embrace opportunities for cross-training initiatives to ensure appropriate job function
redundancy exists.

Special listening equipment helps us find leaks before

they surface.

18



{ STLE ROCK Strategy 6: Demonstrate industry leadership

water

Securing our future drop by drop

One of the best ways to improve is to compete with others in your industry. The Utilities Department
desires to be a leader within the industry. This leadership will ensure that the best management practices
are incorporated into its operations every day. It will focus the department on benchmarking against other
utilities and incentivize the department to adopt new and leading edge ways of doing business and
providing service. This kind of leadership will benefit the customers and the community by ensuring that
the Utilities Department provides the best possible service, highest level of public health, most innovative
and robust infrastructure, and competitive pricing for all of it. This strategy touches on all of the
attributes identified in the Effective Utility Management initiative. Goals and objectives for Strategy 6 are:

Goal #1: Strive for continuous improvement throughout the organization.

+ Set team performance goals and benchmarking standards across department divisions.

+ Conduct organizational health assessments/industry peer reviews periodically.

+ |mplement appropriate changes to keep pace with industry direction aligned with customer
and stakeholder expectations.

+ Strive to create an integrated and well-coordinated senior leadership team.

Goal #2: Deliver a high-quality product and service to our community.

+ Ensure compliance with Safe Drinking Water Act
and exceed National Primary Drinking Water
Standards.

+ Comply with all state and federal Stormwater
permit requirements.

+ |mplement wastewater collection system Best
Management Practices including federal
Capacity, Management, Operations and Maintenance
guidelines (CMOM).

+ Support Plum Creek Water Reclamation Authority
in meeting all treatment requirements.

Goal #3: Be a forward-thinking organization and a
recognized leader among our water utility peers.

+ Benchmark our performance against industry
standards and comparable public water utilities.

+ Berecognized by other utilities for high performance,
targeting levels of service that exceed industry
standards relevant to local conditions.

The Colorado Public Works Journal

devoted an entire issue to the industry

o Apply new techno_lc_)gies and innovative programs leadership displayed by the Castle Rock
to advar_lce_the utility. _ Water Utilities Department through the
+ Keep criteria manuals/standard details up to date. innovative concepts in its new water plant.
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Strategies, Goals and Objectives

For the Castle Rock Water Utilities, the strategic planning
process is continuous and ongoing. This is part of the
core culture of the team and will allow us to refine
strategies going forward making sure everyone stays
focused on the goals and objectives that will help us
achieve and continue to achieve our Vision and Mission.
Six primary strategies were developed by the team

in response to the biggest issues deemed to be currently
facing the department.

The selected strategies encompass aspects from
the Ten Attributes of Effectively Managed Water Sector
Utilities that have come from American Water Works

Castle Rock Water appreciates the

community devotion to our annual

Spring Up the Creek clean-up event.

Association initiatives. The attributes identified in this
Initiative are called the Effective Utility Management (EUM) initiative. The attributes identified in this
initiative have served as guiding tools for the department over the last several years.

These attributes include:

Customer Satisfaction

Employee and Leadership Development
Community Sustainability

Infrastructure Stability

Stakeholder Understanding and Support

Product Quality
Operational Optimization
Financial Viability
Operational Resiliency
Water Resource Adequacy

Incorporating these attributes, each strategy is summarized in a short action oriented phrase for easy
recollection by the team as follows:

Strategy 1:  Ensure long-term water availability
Strategy 2:  Utilize Town values to fulfill Utilities Water System Integrity
Vision and Mission
Strategy 3:  Enhance customer satisfaction g P o E
Strategy 4:  Maintain financial sustainability 50 o PRI
Strategy 5:  Optimize infrastructure performance 3o 31// o 0§
Strategy 6: Demonstrate industry leadership ; 1 . ;
. -l |
An extended and more detailed version of each strategy 2010 oo o
follows later in this document. Major goals supporting AWWA Index i
each strategy were then identified with a set of more TopQuartle| Median | Bottom Quarte
specific objectives under each goal. The complex and

high level aspects of each strategy required the breaking
down of each strategy into more defined sets of goals
and objectives. This allowed the team to develop tactics
and key performance indicators (KPIs) on the front line
for use in measuring success and progress against

the goals and objectives outlined under each strategy.

The key performance indicator of water system
integrity is shown above and measures the
number of leaks and line breaks we experience
relative to other utilities nationally.

20



Defining and Ensuring Success: The Tactics and
Implementation Plan

In order to be successful in any
strategic planning process, there
must be a way to track progress

and measure success at the staff f‘

level. The Utilities Department team
spent extensive time developing an
implementation plan to ensure

the success of our strategic plan. Asset

This implementation plan will Management
allow team members at all levels
to track and see progress with
respect to the overall strategic
plan. Like the strategic plan, the
implementation plan will be a living
document. Tactics will be added,
tracked, adjusted, and changed

as approDriate within the Developing an asset management program is a key tactic.
implementation plan.

In the original implementation plan, the team identified Specific, Measurable, Attainable, Realistic and
Timely (SMART) tactics that support the strategies, goals and objectives. The department’s staff identified
more than 130 important tactics to support the strategies, goals and objectives. As noted above, due

to the sheer number of tactics and the fact that some of them may change over time as implementation
proceeds, the full list of tactics has not been included in this document.

The identified tactics were prioritized by the team under each strategy. The team then created a
roadmap identifying the timing of each tactic, selected a champion for each tactic, and where
appropriate, identified key performance indicators (KPIs), and defined successes. The measures of
success, including the KPIs, will allow staff to determine progress on a regular basis and will also allow
staff to report back to the Council and the community on progress as has been done the last two yearts.
Many of the KPIs that will be used in the Tactics and Implementation Plan are standard KPIs that will allow
us to benchmark our progress against other similar utilities, both on a national basis as well as a regional
basis.

One of the primary sources for KPIs is the Benchmarking Performance Indicators for Water and
Wastewater Utilities: Survey Data and Analyses Report, published by the American Water Works
Association. The American Water Works Association has been the lead entity and key source for this
data in the water business producing the first survey in 2005. The results of the surveys are available
each year with 2013 being the most recent. Each year, survey data is collected from more than 100
leading water and wastewater utilities across the country. There is no charge for participation in the
survey, and participants receive a free benchmarking report. As such, the department will continue to
participate in this survey annually going forward. Other benchmarking data will be incorporated into KPlIs
that go beyond those defined by the American Water Works Association. For example for safety, data
from the Occupational Safety and Health Administration (OSHA) will be used.
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Implementation of the various tactics began in 2014 with completion of many of the tactics. The Tactics
and Implementation Plan has been updated for 2016. Progress on the Tactics and Implementation Plan will
continue to be reviewed with staff on a monthly basis at staff meetings, team meetings, and in various

other venues. Key tactics identified for 2016 are as follows:

Tactic #

Tactic Summary

KPIs

Success

Timing /
Roadmap

2016
Priority

Champion

1-1-1

Have infrastructure in
place by 2017 to im-
port 1,000 acre-feet of
WISE water to the
Town customers.

N/A

Infrastructure in
place

End of 2017

High

Water Resources Manag-
er

1-1-13

Evaluate additional
raw water supply
options for Rueter-
Hess Reservoir

N/A

Evaluation com-
plete

End of 2016

High

Assistant Director

1-1-14

Maximize and track
the use of reuse water.

Percent
(%) reuse
water used

Tracking system in
place

2016, annu-
ally

High

Water Resources Manag-
er

1-4-1

Development of
Drought Mitigation
Plan

N/A

Plan complete

End of 2016

High

Water Resources Manag-
er

1-5-5

Review stormwater
rates and fees with
respect to long term
capital project needs
and operation, mainte-
nance and compliance
programs

N/A

Review complete

End of 2017

High

Stormwater Manager

2-1-13

Communication train-
ing for 100% of our
team on an annual
basis

Percent
(%) of staff
trained

100% staff trained

2016, annu-
ally

High

Director

LEARN TO CONSERVE

‘Weather Detalls

Th Maadows

Sapphirs Prnks

Plum Creek

The Meadows

Founders Vilags WWaniher Sxfion Elvaiicn | 5780 Ft

TEMPERATURE

OUR WATER

WIND

Welcome back, Rick!

Utilities maintains an entire website
devoted to water conservation. Stay

tuned for improvements as we revise

g%o F - ‘ LS:;%E K 0.0¢" CEE our Water Conservation Master Plan
3 E) 2 =| in the coming year.
| | . HUMIDITY SOLAR RADIATION YESTERDAY'S ET
@ % i
2022928 15% 1,500 0.02
i el 3 )

Temperature + Wind + Rain + Humidity + Solar Radiation = ET.
Learn how ET is determined and how 10 use it to conserve =




3-2-8 Pilot test customer- # of pilot Pilot test under- End of 2016 High Director
driven advanced meter- | systemsin | way
ing infrastructure solu- place
tion
4-2-12 Review Certificates of | N/A Review complete | End of 2016 | High Business Solutions Man-
Participation for new and recommenda- ager
management strategy tions implement-
and implement chang- ed
€s as appropriate.
4-2-13 Evaluate interfund loans | N/A Evaluation com- End of 2016 High Business Solutions Man-
and use of Meadows plete and recom- ager
Reserve for water re- mendations im-
sources program to min- plemented in
imize rates and fees im- rates and fees
pacts. study
5-1-9 Move planning / design N/A Preliminary plan End of 2016 High Engineering Manager
forward for next Plum and costs identi-
Creek Water Reclama- fied
tion Authority (PCWRA)
expansion.
5-2-3 Asset identification and N/A Complete identifi- | End of 2017 High Asset Program Manager
overall condition ratings cation and ratings
on schedule
5-2-6 Evaluate and update N/A Evaluation com- End of 2016 High Engineering Manager
procedures for identify- plete and proce-
ing capital rehabilitation dure updated
and replacements.
5-3-4 Preparation of an up- N/A Plan complete End of 2016 High Operations Program Ana-
date to our Emergency lyst
Response Plan
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Staying ahead of infrastructure needs,

like a new tank, helps us maintain

appropriate levels of service.




6-2-2 Top level performance | N/A Top level perfor- End of 2016 High Operations Manager
on 2016 Sanitary Sur- mance on Survey
vey

6-3-8 Update Master Plans N/A Plans updated End of 2016 | High Water Resources, Engi-
for water, wastewater, neering and Stormwater
stormwater and water Managers
resources

6-3-10 Participate in State of N/A Award received End of 2016 | High Operations Manager
Colorado Pursuing Ex- for program par-
cellence Program ticipation

6-3-11 Achieve Gold status in N/A Achieved Gold End of 2017 | High Regulatory & Water Qual-

Colorado Environmen-
tal Leadership Program

status in Colorado
Environmental
Leadership Pro-
gram

ity Compliance Analyst

The Ray Waterman Regional Water Treatment Center is a key asset

for the community.
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Reporting and Updates

The first update to the Plan was presented to Council in May 2015, and the second in April 2016. Key
tactics for 2014 and 2015, and the status of these tactics are shown in the following tables.

Tactic # Tactic Summary KPIs Success Timing / 2014 Champion Status
Roadmap Priority
1-1-7 Revise / update | N/A Municipal Code Year End High Water Re- Complete
Water Dedica- Revised 2014 sources
tion Code Manager
1-1-11 | Track and re- Percent Above median Year End High Engineering Complete
duce non- water 2014 Manager
revenue water loss Annual
1-1-12 | Maximize/track | Percent Fully utilize Year End High Water Re- Complete, ongoing
use of renewa- renewa- available re- 2014 sources
ble water ble water | newable Annual Manager
sources and
water rights
1-2-3 Complete Phase | Sched- Design / Con- Year End High Engineering Complete,ongoing
Il Aquifer Stor- ule/ struction com- 2014 Manager
age and Recov- Budget plete on sched-
ery (ASR) Pilot ule / budget
Study.
1-3-10 | Revise Water Sched- Water conser- Year End High Water Re- Complete
Conservation ule/ vation plan re- 2014 sources
Master Plan Budget vise on sched- Manager
ule / budget
2-1-5 Develop / im- Schedule | SOP complet- Year End High Assistant Direc- | Complete
plement SOP ed /imple- 2014, tor
for review reg- mented ongoing
ulatory submis-
sions
2-3-9 Evaluate / Ad- AWWA & | Evaluation com- | Year End High Director Complete, ongoing
just staffing Schedule | pleted 2014,
levels annual
3-1-1 Identify stake- N/A Customer Year end High Business Solu- Ongoing
holders, per- Satisfaction 2015 tions
form survey, Scorecard Divisions/All
prepare action Divisions
plan, implement
action plan and
conduct follow-
up survey
3-2-3 Paperless state- | #and % Reduced Ongoing High Business Solu- Ongoing
ment (ebill) of cus- printing and tions
tomers postage costs, Divisions
adopting | increased cus-
paperless | tomer
billing satisfaction
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Tactic # Tactic Summary KPIs Success Timing / 2014 Champion Status
Roadmap Priority
3-2-7 AMI/AMR N/A Reduce read Develop Medium | Business Solu- Complete
time, reduce | phase of roll- tions
infield leak out plan by Division
detections year end
performed 2014
by staff, in-
creased cus-
tomer
satisfaction
4-1-1 Review / update | Schedule | Complete Year End High Customer Complete, ongoing
special charges annually 2014, annual Relations
Manager
4-2-10 Review / update | Schedule | Complete on | Year End High Business Complete, ongoing
contingency schedule 2014 Solutions
funds Manager
5-1-1 Develop /imple- | AWWA & | Complete Year End High O&M Manager | Complete, ongoing
ment Energy sched- plan on 2014, ongo-
Management ule/ schedule / ing
Plan budget budget
5-2-3 Asset Identifica- | Schedule | Complete on | 4Q 2014 High O&M Manager | Ongoing
tion and Overall schedule Planned Year End 2017
Condition
Ratings
6-1-1 Establish Key Schedule | Completeon | Year End High Assistant Complete
Performance schedule 2014, Utilities
Indicators (KPls) ongoing Director
for Department
that include all
divisions
6-1-2 Participate AW- Schedule | Complete on | Year End High Assistant Complete, ongoing
WA benchmark- schedule 2014, Utilities
ing study ongoing Director

The KPIs developed as part of the initial Tactics and Implementation Plan have now been tracked for two
years. The KPIs and current status of each are shown on next page:

26




910Z/TT/¥ :paiulid

‘JsuleSe a.nseaw 0} SPJEPUEB]S YJBWIUG SABY 10U OP pue ASAINS YAMMY dU3 JO 1ied 10U 31e ZZ-8T PUB 9-1 SIdM s

Ajenp s21eM =DM

suoj|es 00T = O

Aep uad eyded Jad suojje8 = pod3

SHUN [BWIBYL yshg 000T = NLEA
Aep Jad suoj|ed uol|jiw = O ‘puase]

S3JNIXI} MOJJ MO|/UOIIBAIBSUOD JBJEM DIOW UM 3SEDIIP SMOJ} J91EMBISEM o r F4%0) ¥1°0 v 110 aakojdw3/aon 2ako|dw3 / passadold O ‘ST
9582109p 0] SANUNUOD ADIN/IS0D [euonesddo 61'8SEE S 669KSE S o) €6°L8L'E S aon/$ (@9N/$) 1507 [euonesado
Mo| Jaquinu siyy daay sdjay wesdoad uondadsul pue Sulues|d Jamas g 80 - W 1 adid 40 3|IN 00T/0SS 91eY MOJJIBAQ Jamas ‘€7
suopnesadQ Ja1emaise
3SB3J2UI 03 S2NUUOD UORINPOId I33eM B|qemaudy o %6'9T %TET W %Y'6 % (%) @18y 28€SN J91RM d|qEMBURY 7T
J13U3e3M SE [[9M S YIMOIF AQ pajoayje s uajem paIsidN & 006'620'T 20L'LEET v 798'T9E'T o (s13W03sN [ERUBPISIY) PRIRIBIAI J9IBM SWN|OA [€I0L “TT
pads GET Jo 198.4e] [euIBII0 MOJaq [[9M ||S S| puewap ended Jad o [431 60T v 8TT pads panias uone|ndod [e101 / PaINPOId J91BM SWN|OA [E10L 0T
(p2d8) uondwnsuo)
‘SMojjano g SET 8vT v LST 9N $507433B/M [83Y 6T
23eJ01s pue a8eyea| Suipnjoul ‘Wa1sAs UOIINGLIISIP 9Y) WOJ) J91BM JO S3550] [edISAyd By aJe $3s50] [eay
‘104 pied 1o pajunodde ‘painseaw Ajadoud J0u S NG PaWINSUOD SI 1BY) J91eM BJe $3550| Juaieddy g (1 € v €€ o 5507 J33e JUdJeddy ‘8T
1918\ BNUBABIUON
3iuenb do} 8Y3 Uf UleWa1 03 ANUAUOI B ¢ @ 98t 80°€ W wy adid JO 3IA 00T/sHeT-s)ealg Ajga3ul waisAs uonnquisig Jaem LT
i e ¥1°0 ST°0 v LT°0 aakojdw3/aon 99hoidw3/aon 9T
@ L] 00'8EY $ 98vSt'y S o] 00'818°€ $ asn/$ (@o/g) 3s0D uonesado “ST
@ @  %00T %00T v %00T Souelidwo) ur Aeq % Sjey ssuendwod yT
suonesad Jaiem
4 e LT°€0T S LTYIT S v 6720T S ow/s (I8 Alyauo a8e1aAY) 32IAIIS [B1IUDPISY JO IS0 “E€T
i} ® L0'T 10T W 0€T 5320y 000T/saute|dwo) # (om) sautejdwo) 221AI35 [eatuydaL “ZT
19A 32841 10N 0Q - - W - 5120y 000T/s3ute|dwo) # €4 3,U0Q - Sjule|dWoD 3IIAIBS JBWOISN) “TT
90IAI9S J3W0ISN)
by %09 %0L v %S5 % X3pu| aur-wopog-s|dul ‘0T
sa1|ddns Ja1em a2e4ns 03 pasedwod aAlsualul AB1aua si s||am daap wouy uoidnpoud Ja1ep g i) 860°6€ 8€68€ v SOT‘TY uo|len/Jear/nLey (422eM) Aduaidlyy3 uondwnsuo) ASuau3 6
i) @ %vE %EE o) %6¢ % oney Sunessdo g
4 (-l %ST %6T v %0C % oneyiqgea L
suonesadQ ssauisng
3 €1 LT W 009 SyuspPU| SIUBPIdUI JO # (B30, 9
4 £0T L8T ] = shea ssaul||/Ainful awn 3507 e 3noyum skeq g
uoNezZIUBSIO JNO UIYIM SND0J BIq B 3 0} SANUIUOD pue sem A1ajes 8 o1 %4 W 8 - 91eY JUBPIU| YHSO 7
si03ed1pu| A1ajes YHSO
g e o€ 1€ v 1T SINOH 99Aojdw3 Jad sunoy Buluied) ‘¢
o P ) %6T %CT v %6 Jea), / s9ahojdwiy a1ey Janouin] avhoidwy 'z
iy 851 €€ v €€ S3UN022Y 9aAo|dw3 Jad sjunoddy Jswoisn) T
juawdojansq |euoneziuesio
suaWwWo) ssaifoid 9|IMEND  STOZ Id) UaLN)  YTOZ Id) Jo1d  Aduanbaiy €102 suun

VMMY 3|11enp wonog gy
VMMY 3[14end ueipaiy
VMMV 3|1enD do) gy

awes ay1 Inoge Suiheis aduewopad &
Sulupaq aduewopad

Suinosdwi ddueuwopd

pieoqyseq Id) VMMY JIEM 320y dj3sed

27



The Utilities Department will continue to update Town Council at least one time per year on progress re-
garding this five year strategic plan. In addition, periodic updates will be included in the Monthly Depart-
ment Report which is distributed to Town Council, the Utilities Commission, the Town Manager, and the
department staff each month and made available to the public on the Town’s website. Progress on some
of the strategies will be provided monthly in the form of the KPIs identified in the various strategies and
again provided in the Monthly Department Reports. Further, key programs and tactics will be incorporated
into the Major Projects Work Program as appropriate. This Strategic Plan and the Tactics and Implementa-
tion Plan will also be updated at least annually in response to new challenges and accomplished tactics
from the previous year.
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