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Focus areas for FY2022 include executing
the FY22 water and sanitary sewer capital
program, development and implementation
of new project management software, re-
establishing service disconnections for
non-payment while assisting eligible
customers with CARES funding,
completing the upgrade of the Banner
customer information and billing (CIS)
system, expanding the roll out of mobile
dispatching to Operation & Maintenance, 
 conducting controlled penetration testing
of the Public Utilities SCADA system, and
upgrading to the current version of the
system for storing and reporting data.

FY22 Performance Plan Highlights

Provide the highest quality and most reliable public water, including
water for fire protection and wastewater collection services, at the
lowest practical cost.

Department Mission:

Robert S. Montague
Director, Public Utilities

Plan Purpose & Tenets
The purpose of this plan is to set expectations
for the Department’s strategic priorities for FY22
(July 1, 2021 - June 30, 2022) and enable the
Department Director to communicate priorities
throughout the organization. 
The Department Director agrees to manage the
Department to work toward achieving the goals
and objectives set forth in this plan. To this end,
the Department Director also agrees to the
following:

1. Accurate & timely intelligence shared by
all. The Department Director will work with
the Office of Performance & Accountability,
providing access to all department data
sources pertinent to the objectives,
initiatives, and performance indicators
outlined herein.

 

2. Deploy effective tactics & strategies in
furtherance of relevant performance goals.

 

3. Utilize data to rapidly deploy resources to
meet the tenets of this performance plan.

 

4. Relentlessly follow-up and routinely
assess relevant data metrics to ensure
strategic priorities are met.

The purpose of this plan is to set expectations
for the Department’s strategic priorities for FY22
(July 1, 2021 - June 30, 2022) and enable the
Department Director to communicate priorities
throughout the organization. 
The Department Director agrees to manage the
Department to work toward achieving the goals
and objectives set forth in this plan. To this end,
the Department Director also agrees to the
following:

Accurate & timely intelligence shared by all.
The Department Director will work with the
Office of Performance & Accountability,
providing access to all department data
sources pertinent to the objectives,
initiatives, and performance indicators
outlined herein.

 

Deploy effective tactics & strategies in
furtherance of relevant performance goals.

 

Utilize data to rapidly deploy resources to
meet the tenets of this performance plan.

 

Relentlessly follow-up and routinely assess
relevant data metrics to ensure strategic
priorities are met.



THE DEPARTMENT AT A GLANCE

Operations &
Maintenance

Provides for the monitoring, maintenance, and operation of the water
and sanitary sewer system. This division operates 24 hours a day,

seven days a week, to provide uninterrupted water and sanitary
sewer service to Public Utilities customers. Staff are responsible for
the upkeep of 413 sanitary sewer pumping stations, 11 water tanks,

eight water pumping stations and over 1,500 miles each of water and
sewer pipelines. This division also operates a certified laboratory for

the collection and analysis of water samples to assure compliance
with Safe Drinking Water Act legislation.  

 
Engineering Provides the engineering support necessary to provide for the

efficient planning, review, expansion, modification, and coordination
of the city's water and sanitary sewer utility infrastructure. The

quality assurance inspections of all utility work installed by private
development activity or as a result of the Capital Improvement

Program are also handled by this division.
 

Business Responsible for financial, human resources, and budget management
functions of the department. The staff of this division perform short and
long-term financial plans for the department, coordinate cost of service
and rate studies, and coordinate debt issuances for water and sanitary

sewer infrastructure financing. They provide periodic statistical reports
on water consumption, performance, and trends for use by other city

staff, as well as informational publications for Public Utilities customers.
Water conservation and other public education initiatives are coordinated
by this division. The Business Division maintains a Customer Call Center

which handles over 200,000 service inquiries each year. This division is
also responsible for billing and collecting utility service fees for over

130,000 accounts on a  monthly basis. These collections, along with fees
collected for new connections to the utility system, fund the operations

of the Department of Public Utilities. The division also provides field
service to connect and disconnect water service for customers and

conduct high-consumption investigations of customer accounts.
 4

R E S O U R C E S *

Personnel
Summary

FY20 FY21 FY22
415 415 415

Revenue
Budget

FY20 FY21 FY22
$137.2M $137.3M $134.5M

Expenditure
Budget

FY20 FY21 FY22
$119.7M $137.3M $134.5M

D E P A R T M E N T
D I V I S I O N S

*VB Resource Management Plan
Operating Budget (Adopted FY2021-22)



THE DEPARTMENT AT A GLANCE

Technical Services Provides strategically planned and well-coordinated information
technology implementation, end-user support services, and related

technical administrative support services to the Department of
Public Utilities. Staff also maintain files, records, and mapping of the

water and sanitary sewer utility infrastructure.
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R E S O U R C E S

Personnel
Summary

FY20 FY21 FY22
415 415 415

Revenue
Budget

FY20 FY21 FY22
$135.2M $137.3M $134.5M

Expenditure
Budget

FY20 FY21 FY22
$135.2M $137.3M $134.5M

D E P A R T M E N T
D I V I S I O N S
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PERFORMANCE INITIATIVE - #1

DESCRIPTION:
The Phase II Implementation of

Public Utilities’ Mobile Dispatching
will expand the application to the
Operations Division. With Mobile

Dispatching, all work is received and
updated on an iPad and work orders

are automatically updated and closed
in real time as they are worked. This
eliminates the need for printing work
orders and manually updating work
order systems after the fact. This

technology optimizes resources to
respond to emergencies or increased
workloads by sending work orders to
the closest available crew, based on
intuitive information gathered from
the iPads. The implementation of

mobile dispatching in the Operations
Division will provide measurable and

quantifiable efficiencies that will
result in increased productivity and
reduced residential response time.

P H A S E  I I
I M P L E M E N T A T I O N

O F  M O B I L E
D I S P A T C H I N G

Resources

Resources include the Technical Services – Operations staff and contracted third-party
resources to develop and integrate the mobile dispatching application with existing
work order systems. The only future resource needed to realize progress is the licensing
and software support for application upgrades.

Key Milestones

Meter Bureau | Completed 2017
Sewer Collection Bureau | Completed 2021
Water Distribution Bureau | October 2021
Sewer Pump Station Bureau | January 2022
Electrical Bureau | January 2022

Performance Indicators

Efficiency updates to include: 
Reduction in response time to work request
Number of work requests closed weekly

Improved response time to residential calls

Potential Areas to Explore for Indicators:

Performance Initiatives are identified by the City Manager's Office and the Department. 
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PERFORMANCE INITIATIVE - #2

DESCRIPTION:
Public Utilities is upgrading its current

Customer Information and Billing
System to the latest version release.

This system is responsible for the City
Services Bill that includes water,

sanitary sewer, solid waste collection
and storm water charges for over

130,000 accounts on a  monthly basis.
The upgraded cloud-hosted solution
provides several enhancements that

will reduce costs, such as a
configurable user interface that

reduces the need for professional
services from the vendor for

customizations, as well as application
program interfaces (APIs) and web

services that will reduce the need for
custom coded integrations. This

upgrade will also provide efficiencies
with a business intelligence reporting

component that generates ad-hoc
reports and the ability to create

dashboards. 

U P G R A D E  O F  T H E
C U S T O M E R

I N F O R M A T I O N  &
B I L L I N G  S Y S T E M

Resources

Resources used include the Technical Services - Business Support Team, two members
from the Business Division, Hansen Technologies Project Manager and technical team,
and CVB IT Technical Lead.

Key Milestones

User Acceptance Testing | To be completed by 9/30/2021
End User Training | 10/1/2021
Proposed Go-Live | 11/29/2021

Performance Indicators

City Service Bills are generated accurately and timely
Uninterrupted collection activities, including effective delinquency processes 
Accurate and timely processing of payments during batch processing
window

Potential Areas to Explore for Indicators:

Performance Initiatives are identified by the City Manager's Office and the Department. 
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PERFORMANCE INITIATIVE - #3

DESCRIPTION:
The purpose of the program is to

provide routine cleaning of gravity
sewer infrastructure that is prone to

the accumulation of Fats, Oil and
Grease (FOG) and settled solids that
contribute to sewer main blockages
and sanitary sewer overflows (SSO). 
 Public Utilities will be incorporating

the use of a sewer line rapid
assessment tool (SL-RAT®) to promote
program efficiencies through increased

condition assessment of pipe
segments and the more focused use of

program resources. The SL-RAT®
utilizes acoustic technology consisting
of a transmitter and receiver unit that

emits a series of tones to quickly
identify the degree of sewer main

blockage and the associated need for
cleaning. Analysis of the SL-RAT®
results will assist with determining

appropriate cleaning frequency, thus
providing for the optimization of

resources (equipment, manpower, etc.)
and a practical means for removing

sewer main segments from the
program, when appropriate. 

H O T  S P O T  C L E A N I N G
P R O G R A M  I N C R E A S E D

E F F I C I E N C I E S

Resources

This initiative will utilize an annual services contractor to establish baseline conditions
and additional SL-RAT® units will be procured from the approved budget.

Key Milestones

Baseline sewer main segments with 30, 60, and 90-day cleaning frequency
(COMPLETED)
Develop Standard Operating Procedure for field inspections (SL-RAT®), data
management (Hansen) and data analysis (frequency modification) 
Procure additional SL-RAT® unit(s) 
Baseline sewer main segments with 180 and 365-day cleaning frequency
Adjust cleaning frequencies annually, based-on SL-RAT® monitoring results

Performance Indicators

Footage of sewer mainline segments cleaned
Number of annual SSO’s in the gravity collection system

Performance Initiatives are identified by the City Manager's Office and the Department. 
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PERFORMANCE INITIATIVE - #4

Key Milestones

Performance Initiatives are identified by the City Manager's Office and the Department. 

DESCRIPTION:
Establish a departmental
policy and/or procedures

for the implementation and
use of the AVL system.

A U D I T  O F  T H E
A U T O M A T E D  V E H I C L E
L O C A T O R  P R O G R A M  -
U S E  A N D  M O N I T O R I N G

( O P E N  A U D I T )

N/A

Policy drafted; under review

N/A

Resources

Performance Indicators
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