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Who is Western?

Providing water & wastewater 
to nearly 1 million people

Serving 25,000+ direct connections 
(100,000+ people)

Partnerships with 14 agencies

Member agency of the Metropolitan Water 
District of Southern California
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Western’s Service Area

• One of the largest public agencies in 
Riverside County 

• 527 square miles

• Major cities within boundaries are 
Jurupa Valley, Corona, Norco, 
Riverside, Perris, Lake Elsinore, 
Murrieta, and Temecula
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Where Our Water Comes From

Western’s Riverside Potable Water Supply

60% State Water Project from 
Metropolitan Water District  

40% Regional Water Supplies 
from Neighboring Agencies

$773/AF
$1,078/AF

Groundwater: $200/AF 
–>  Zero available
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Western’s Service Costs & Revenue Sources

• Almost half of our cost to 
provide service is purchased 
water

• About 17% of our revenue 
comes from  1% ad valorem 
property taxes used to 
offset fixed costs
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The median residential customer in our Riverside Service Area has 3 people in the home, about 3,800 
square feet of irrigated area, and uses an average of 20 HCF per month (“HCF” is hundred cubic feet or 748 gallons)

In-Budget Residential Customer

Total Western annual bill charges:  
$1,125 (commodity, pumping, fixed 
system, etc.)

Total annual bill charges based on 
Riverside Public Utilities (RPU) rates 
for same water volume:  $552
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Public Perception . . .
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October 2017 Water Rate Hearing
“I’m afraid to open my bill every month.”  ~ Residential customer
“When I show prospective buyers homes in this area, I hope they don’t ask me about 
water costs.”  ~ Real estate agent
Custom-made shirt reflecting Western’s, um, impact on their life.

(Afterwards) ... “I don’t want that to ever happen again.”  ~ Board member
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So what now??

 Hired a communications consulting firm

 Conducted a customer survey

 Hired a Director of Strategic Communications

 Produced a Strategic Communications Plan

 Engaged on social media

(yikes!)
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Strategic Communications Plan

 Focusses on educating the customer on the value we bring them

 Emphasizes the need for transparent, two-way communication

Table of Contents

1) Guiding principles

2) Target audiences

3) Master narrative and key messages

4) Goals and objectives

5) Tactical recommendations

6) Metrics
www.wmwd.com/documentcenter/view/4846



11 | Western Municipal Water District | wmwd.com
11 | Western Municipal Water District | wmwd.com

Public Education – Water 411 Forums
“The only time we hear from you is when you want to raise rates!!”   ~ upset customer

 A key strategy is to become THE source for water-related information 
What was covered:
Who is Western
Hot Topics in Water
 PFOS – Your Water is Safe to Drink
 Public Safety Power Shutoffs
 Rate Challenge Court Case

Understanding Your Water Budget
Water Use Efficiency Programs
Upcoming Events

Plus …
 Breakout Booths with Staff
 Water-saving giveaways & Landscaping tips
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Public Education – Open House
 Every department represented, showing how we serve everyday 

 Food, giveaways, displays
 Face painting, jumpers, 

games
 Confined rescue trailer
 Bulldozer
 GapVac truck
 CCTV trailer
 Electrical circuits
 Hot tap demonstrations
 Wastewater samples …
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Public Education – Newsletter, Press Releases
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Diamond Valley Lake Markham Reservoir Lake Mathews

Summary
• Customers are not an obstacle to overcome; they are the ones we serve.

• Involve communications professionals early on in the rate setting process; not as an afterthought.   
They are your strategic partners.

• Starting customer outreach and education when proposing new rates is starting too late.

• Opposition from customers is born out of not understanding the value your agency brings and the cost 
to provide that value.

• Social media is here to stay, so seek help from those who know how to use it to advance your message.

• Your personal worth is not defined by a              review . . .
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Western Municipal Water District
Administration 951.571.7100 | Operations 951.789.5100

wmwd.com | outreach@wmwd.com

www.facebook.com/WesternMWD/@beingwaterwise WMWDVideo1www.instagram.com/WesternMWD/

Kevin Mascaro
Director of Finance

951.571.7160
kmascaro@wmwd.com
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