Agenda
Sacramento Suburban Water District
Facilities and Operations Committee

3701 Marconi Avenue, Suite 100 Wednesday, February 10, 2010
Sacramento, CA 95821 5:30 p.m.

Public documents relating to any open session item listed on this agenda that are distributed to
the Committee members less than 72 hours before the meeting are available for public inspection
in the customer service area of the District’s Administrative Office at the address listed above.

The public may address the Committee concerning any item of interest. Persons who wish to
comment on either agenda or non-agenda items should fill out a Comment Card and give it to the
General Manager. The Committee Chair will call for comments at the appropriate time.
Comments will be subject to reasonable time limits (3 minutes).

In compliance with the Americans with Disabilities Act, if you have a disability, and you need a
disability-related modification or accommodation to participate in this meeting, then please
contact Sacramento Suburban Water District Human Resources at 679-3972. Requests must be
made as early as possible and at least one-full business day before the start of the meeting.

Call to Order
Roll Call

Public Comment
This is an opportunity for the public to comment on non-agenda items within the subject matter
jurisdiction of the Committee. Comments are limited to 3 minutes.

Ttems for Discussion and Action

1. Request for Variance of District Regulations (Reg. 5); Moon Rock Way
Consider customer request to either permanently waive late fees or move billing date for
this account.

2. Fluoridation of North Service Area
Review staff report on update of First Five Grant Application. Consider staff
recommendation on process for further Board consideration.

3. District Inventory of Materials
Review and Discuss staff report on results of District inventory of materials used for
operations and maintenance.
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4. Facility Consolidation and Potential Property Acquisition
Review and discuss progress related to the assessment and potential acquisition of
property located at 4600 Auburn Blvd.

Adjournment
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Upcoming Meetings:
Monday, February 22, 2010 at 6:30 p.m., Regular Board Meeting

Monday, March 15, 2010 at 6:30 p.m., Regular Board Meeting
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I certify that the foregoing agenda for the February 10, 2010 meeting of the Sacramento
Suburban Water District Facilities and Operations Committee was posted by February 5, 2010 at
the Sacramento Suburban Water District office, 3701 Marconi Avenue, Suite 100, Sacramento,
California, and was made available to the public during normal business hours.

Robert S. Roscoe
Secretary/General Manager
Sacramento Suburban Water District
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Agenda Item: 1

Date: February 4, 2010
Subject: Request for Variance of District Regulations (Reg.5); Moon Rock Way

Staff Contact:  Annette O’Leary, Administrative Services Manager

Recommendation
Staff’s recommendation is to not waive late fees or change the bill cycle for Mr. Wright and to
encourage him to take advantage of payment options that would avoid penalty fee assessment.

Background :

In February 2009 the District created three metered billing cycles and implemented cycle billing.
Many meetings occurred between staff, the Facility and Operation Committee and the full Board
prior to the transition. Staff was well aware of the impact to the District’s customers and ran an
extensive outreach campaign that included direct mail post cards, bill inserts, bill messages, on-
hold phone messages and messages on the web site.

The reason for this change is directly related to the increasing number of metered customers at a
rate of about 1,300 accounts per year. Metered customer accounts require additional staff time to
manage the process of acquiring the meter reading, generating a bill, and maintaining the meters.
As the District progresses towards a fully metered water system, a shift in the work-load of the
Customer Service and Field Services Departments can be projected based on current trends and
other utilities’ experiences.

Examples of the shift in work-load trends include the amount of time it takes to acquire meter
readings, the amount of time needed to complete the monthly delinquency process, the increase
in requests to activate and deactivate water service for changes of accounts, and the time needed
to complete meter repairs prior to the next reading cycle. The result of the shift in work-loads is
that staff experiences a peaking of certain related tasks associated with the meter billing process.
These work-load peaks result in shifts of staff time that does not allow the flexibility in the
operation to address other needs and priorities assigned to these work groups.

The best alternative to address the work-load issue was to break the customer billing process into
four cycles. This allowed the work-load to be smoothed out over four weeks and enable staff to
address the needs of each billing group as well as address the other assigned department
priorities. The term used in the industry is called “cycle billing” and is a common practice of
water utilities that are fully metered. In the future, when the District is closer to becoming a
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100% metered system, a second shift in the billing process will need to occur that creates a
fourth metered cycle.

Discussion

Mr. Steve Wright of Moon Rock Way, contacted the District in March 2009 to request that
the District change its timeline for assessing late fees. Mr. Wright stated that he pays his water
bill regularly on the 10™ of each month and has done so for the last 25 years. Mr. Wright’s
account shows an exemplary payment history. Because of the location of Moon Rock Way,
the transition to cycle billing has placed Mr. Wright’s property in the Cycle 2 billing group. This
group is billed the second Wednesday of each month and has a due date in the first week of each
month. Mr. Wright’s water bill payments are posted to the account after the due date and after
the next billings are generated. Since May 2009 this has resulted in late fees being assessed to
Mr. Wright’s account. District Regulations Governing Water Service, Regulation No. 5, K.1
states:

“If a District bill for water service is not paid in full by the time the District processes the next
month’s water bills, which in no case will be any earlier than 19 days after the bill was mailed or
otherwise presented to a Customer, then a late fee in the amount of 10 percent of the unpaid
portion of the bill will be assessed on the account and will appear on the Customer’s next water

bill.”

Robert Roscoe, General Manager, has been in email communication with Mr. Wright since
March 2009 regarding the reason for the change to cycle billing and the assessment of late fees.
Mr. Wright has been given payment options that would avoid penalty charges. Those options
include Direct Payment Service where the payment is automatically deducted for the customer’s
checking account on the due date or to make an advance payment on the account which would
create a credit balance thus avoiding the penalty charge. Other options available to Mr. Wright
include the on-line bill pay services through the District Web site and the ability to make a
payment over the telephone by calling the District’s Customer Service Department. In the near
future, the District will be activating an Automated Information Services Line which will provide
additional bill payment flexibility. To date Mr. Wright has not acted on suggestions for using
other available options for paying his monthly bill.

Mr. Wright has also suggested that his billing due date be moved. This would require his
property to be moved to a different cycle. The criteria used to determine the billing cycles was
to group zip codes together to ensure the bulk rate postage costs do not increase and to divide the
meter customers into three cycles ensuring that a cycle could be read in one day. If an address is
moved out of its designated cycle, it would significantly impact the meter reading process and
result in inefficient use of staff resources.

Attached for the Committee’s review are copies of all email communication between Mr. Wright
and the District (Exhibit A), a copy of Regulation 5 of the District’s Regulations Governing
Water Service (Exhibit B), and a print out of Mr. Wright’s account history for Moon Rock
Way (Exhibit C).



Exhibit A

Annette O'Leary

From: Jan Gentry

Sent: Tuesday, January 26, 2010 2:51 PM

To: Steve Wright

Cc: Edward Formosa; Annette O'Leary; Robert Roscoe
Subject: RE: late fee timeline

Attachments: image001.png; image002.jpg

Mr. Wright,

I apologize for the delayed response to your e-mail, but I was out of the office until yesterday.

Staff is working on scheduling a Facilities and Operations Committee meeting in February. Staff will be in
contact with you regarding the date, time and additional information on the upcoming meeting.

Sincerely,

Jan Gentry, M.Ed.

Assistant to the General Manager
Sacramento Suburban Water District
3701 Marconi Avenue, Suite 100
Sacramento, CA 95821-5346

916.679.3974
www.sswd.org

From: Steve Wright

Sent: Thursday, December 31, 2009 6:13 AM
To: Jan Gentry

Subject: RE: late fee timeline TO: (Thomas Fellenz, Frederick Gayle, Stephen Hauson, Ed Formosa, Jan Gentry, Dan
Bells, Annette O'Leary,)

Do you have an update? Happy New Years Eve. Thank you for your help.

Steve Wright
President
California:
License
Hawaii:
License

All Professional

From: Jan Gentry [mailto:jgentry@sswd.org]
Sent: Monday, December 14, 2009 1:46 PM
To: Steve Wright

Cc: Annette O'Leary; Edward Formosa



Subject: RE: late fee timeline TO: (Thomas Fellenz, Frederick Gayle, Stephen Hauson, Ed Formosa, Jan Gentry, Dan
Bells, Annette O'Leary,)

Mr. Wright,

Below is Mr. Roscoe’s response to your most recent e-mail received on December 11, 2009. Due to Mr.
Roscoe’s current schedule of meetings and to minimize any delay, he asked that I send his dictated response to
you. Your e-mail and this response will be provided to the Board of Directors.

Sincerely,

Jan Gentry, M.Ed.

Assistant to the General Manager
Sacramento Suburban Water District
3701 Marconi Avenue, Suite 100
Sacramento, CA 95821-5346

916.679.3974
www.sswd.org

Mr. Wright,
I am sorry to hear you are still experiencing difficulty with the District’s transition to cycle billing.

You requested a change as to when your bill is due. The District’s change to cycle billing in March of 2009 was for cost
effectiveness. Because meter reading routes are determined geographically for efficiency to keep operating costs down,
we are unable to individualize billing cycles, and subsequently billing due dates, for customers.

Waiving your late fees every month is not in accordance with District policy. | believe your underlying request is to
change the time line for assessing late fees on the monthly District statement. Assessing late fees is based on Board
adopted policy. The District has an appeal process in place for addressing such requests.

The first step in the appeal process is to place your request on the Facilities and Operations Committee agenda. This
Committee, consisting of two Directors, meets on an as-needed basis. Currently there is no scheduled meeting for this
Committee. If you would like to pursue this appeal, please let me know and we will include your topic on the agenda for
the next Facilities and Operations Committee meeting. This Committee meets when there is sufficient material to
warrant a meeting. In 2009 to date, the Committee has met 5 times.

If you wish to address the full Board on this topic at a regularly scheduled meeting, ! would like to again offer the time
near the beginning of each Board meeting (Public Comment). The next scheduled Board meeting is Monday, December
21, 2009 at 6:30 p.m. at 3701 Marconi Ave, Ste 100, Sacramento.

Please let me know how you wish to proceed.
Sincerely,

Robert Roscoe
General Manager

From: Steve Wright
Sent: Friday, December 11, 2009 1:04 PM



To: Robert Roscoe

Cc: feedback; Div2; Div3

Subject: RE: late fee timeline TO: (Thomas Fellenz, Frederick Gayle, Stephen Hauson, Ed Formosa, Jan Gentry, Dan
Bells, Annette O'Leary,)

See the email string below for history...

Property address is Moon Rock Way, Citrus Heights, CA 95621

It is now December and | continue to pay my bills on the 10" (as | have for 25 years), your system continues to charge
me a late fee, | suppose it is time to address the issue. Would you either waive the late fees, move my billing due date

to refiect our 25 years of history or place me on the agenda for the January 25" meeting.

Please do not put me on the “public comment”, this is about government overstepping and making your customers
suffer. | am requesting a spot on the agenda to have the late fees waived. Thank you for your help.

Steve Wright
President
California:
License
Hawaii:
License

All Professional

From: Robert Roscoe [mailto:RRoscoe@sswd.org]
Sent: Wednesday, May 27, 2009 7:53 PM

To: Steve Wright

Cc: Edward Formosa; Annette O'Leary

Subject: RE: late fee timeline

Mr. Wright

Our next regular meeting is Monday, June 15, 2009 beginning at 6:30 pm at 3701 Marconi Avenue, Suite 100,
Sacramento, CA. There will be an opportunity for public comment at or near the very beginning of the meeting. When
you arrive, please be sure to complete and submit a speaker card to ensure you have an opportunity to address the
Board.

Rob Roscoe

From: Steve Wright

Sent: Wednesday, May 27, 2009 3:11 PM
To: Robert Roscoe

Subject: RE: late fee timeline

If you cannot waive this late fee (see attachment), then please place me on the agenda for the next
meeting so that the full board can help me.



All Professional
Steve M. Wright RECS, CRB
President

California
Hawaii

Email
Web  www.C21AllProf.com

From: Robert Roscoe [mailto:RRoscoe@sswd.org]
Sent: Monday, March 30, 2009 10:40 AM

To:

Cc: Annette O'Leary

Subject: late fee timeline

Mr. Wright:

in your March 20 email you requested the District change our time line for assessing late fees. Our policy of assessing a
late fee and our timeline is set by Ordinance by our Board of Directors. Changing the late fee schedule would require a

vote of the Board to amend the Ordinance. Our board meets the third Monday of each month at 6:30 p.m. The public
is welcome to attend our meetings and they can address the board on topics of concern within the Board’s jurisdiction.

There is a public comment section at the beginning of each regular meeting. The next scheduled regular board meeting
is Monday, April 20, 2009 at 6:30 p.m. at 3701 Marconi Ave, Ste 100, Sacramento. The Board can request that this topic
be placed on a future meeting agenda for consideration and possible action.

As you may know, we have many ways for you to pay your monthly water bill. You could sign up for our Direct Payment
Service (DPS) and then your water bill payment would be automatically deducted from your checking account each
month on the due date. You could also register for our on-line bill payment service and then you can go on-line each
month and make a payment using your debit/credit card. For information on these payment options, please go to
www.sswd.org and click on “Customer Service” or call our Customer Service Team at 916.972.7171 during business
hours.

Again, | apologize for the difficulty this change is causing you.

Rob Roscoe

Robert S. Roscoe, P.E.

General Manager

Sacramento Suburban Water District
3701 Marconi Avenue, Suite 100
Sacramento CA 95821

{916) 679-3994



From: Steve Wright

Sent: Friday, March 20, 2009 3:16 PM
To: Robert Roscoe

Cc: 'sacbee_news_bulletin Confirmation (from Lyris ListManager)’ :

Subject: [Junk released by User action] RE: Change in billing schedule

So to paraphrase your email.

Your costs are going up.

Your organization decides to change the billing cycle for all of us to, make it easy for you.

You can’t change the process

My water cost has doubled, it surprises me that your organization survived on half the income for all
those years....my water cost has doubled (seems like a hidden tax to me).

Thus my choices are to get in line and change my payment cycie.

Or

Pay a late fee, when in fact | have not been late in 20+ years of paying you.

Or

I can pay you a month early so that your billing cycle works i.e. prepay my new hidden tax.

Again | am going to ask for one more option....if you can’t change the billing cycle, you CAN change
the late fee time line. Please make the late fee 30 days after the billing date, remember you are
getting twice as much income for the same amount of water, at least from me.

All Professional
Steve M. Wright RECS, CRB
President

California .
Hawaii

Email
Web  www.C21AlProf.com




Annette O'Leary

From: Robert Roscoe

Sent: Thursday, March 19, 2009 9:30 AM
To: o

Cc: Annette O'Leary

Subject: Change in billing schedule

Mr. Wright,

Thank you for your e-mail regarding the recent change to the timing of your billing statement. | understand that change
can be difficult and this change is no exception. As the District installs more water meters, our operating costs
associated with meter reading and maintenance activities also increases. Making sure that staff time is used efficiently
is extremely important. This also helps to keep labor and operation costs down, which translates to your water bill.
Taking our 19,000 and growing number of meters and breaking them into weekly cycle billing groups was inevitable; the
question was when to make it happen. Staff felt that this was the right time to make the transition. Billing cycle
assignments were not made arbitrarily, and the decision to convert to weekly cycle billing was reviewed at length at
several meetings of our Facilities and Operations Board Committee and with the full Board of Directors.

Our District reaches from the American River to the Placer County line. Converting to the meter reading/billing cycles
we have saves a considerable amount of money in that we are able to focus our meter department’s activities in roughly
one quarter of our service area each week. This reduces travel time and vehicle mileage compared with handling the
entire system in one “cycle” each month. The savings continue with our meter read-failure maintenance follow-ups, re-
reads and service terminations which are now also grouped in tighter geographic areas. In addition we receive lower
postage costs when we mail our bills in zip code groups.

As you know, each cycle will be billed at different times during the month and as such will now have different billing due
dates. Your property falls within our cycle 2 billing group which means you will be billed the second week of each
month. Your due date will usually be at the beginning of each month. As | explained, the main reason for the change
was efficiency for the District workforce. Moving customers out of their assigned cycle and into a cycle that will
accommodate individual customers’ bill paying schedules would detract from the efficient work flow of the organization,
add to our operating costs, and defeat the goals of the weekly cycle program.

One solution to your dilemma would be to make an advanced payment on your account, and then continue to pay your
bill on the 10™ of each month. This should help you avoid any penalty fees, but it would mean you would be carrying a
balance on your account. You are also always welcome to write to our Board of Directors or attend one of our Board
meetings to discuss the timing issue between when your bill arrives and when you choose to pay your bill. Our standing
regular Board meetings are the third Monday of each month, beginning at 6:30 pm. There is time provided for public
comment at the beginning of the meeting.

Regarding your comment of your water bill doubling with meters, we offer a program called a Water-Wise House Call
that could help you lower your water bills. This service will show you how to use water as efficiently as possible and
show you how to look for possible leaks. Here is a link to our web site for more information on this program. If you are
interested, please e-mail or call the office.

http://www.sswd.org/programs/water-wise house_call.html

I apologize for the difficultly this change is causing you. If you have any further questions please contact me at the email
address above or my office number, (916) 679-3994.

Rob Roscoe



General Manager



Annette O'Leary

From: Steve Wright

Sent: Monday, March 16, 2009 10:10 AM

To: feedback

Subject: [Junk released by User action] Robert Roscoe
Attachments: image001.gif, image002.jpg

I just got off the phone with Annette, who was very polite but did not (or could not solve the problem).

As | am sure you are aware by the phone calls into your organization, this billing cycle change may
be good for the Water district but it is confusing for most AND not good for me.

| have lived in the same home for over 25 years and have endured the installation of water meters
with a resulting doubling of my water bill but this letter is my first complaint.

The billing cycle you have me on will result in late fees. | pay all of my bills on the 10", the cycle for
Moon Rock Way, Citrus Heights is attempting to force me to change my plans to make it easier

for you. By example, you sent me a SECOND bill this month on, mailed on the 11" due on the 30™. |

have already paid my bills for March, it will be the 10" of April before pay this one. | know, you say,

“ _.but we have made a special consideration for this month”.....what about next month and

thereafter.

Therefore, | am asking for a grace period until at least the 16™ of every month, regardless of when the
bill gets mailed.

Thank you for your consideration, this minor change will save both of us a lot of letters and billing
protests.

President

California
Hawaii

Email
Web  www.C21AllProf.com
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