
Effective Utility Management
At Clean Water Services 

2014 National SRF Workshop

November 12, 2014

Portland, Oregon

Diane Taniguchi-Dennis, PE/MBA

Deputy General Manager

Clean Water Services

Hillsboro, Oregon



Effective Utility Management (EUM)

http://www.watereum.org/



Effective Utility Management Primer

Three key components:

 10 attributes of 
effectively managed 
utilities

 5 keys to management 
success

 EUM Self-Assessment Tool

Source: http://www.watereum.org/resources/



Effective Utility Management 
Case Studies

 Columbus Water 
Works (Georgia)

 Green Bay 
Metropolitan 
Sewerage District 
(Wisconsin)

 Gwinnett County 
Department of Water 
Resources (Georgia)

 Massachusetts Water 
Resources Authority 
(Massachusetts)

Source: http://www.watereum.org/resources/
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Source:  Moving Toward Sustainability and Effective Practices Report, April 2014 
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Rural and Small Systems Guidebook
Sustainable Utility Management

 A guide for taking actions for 
short- and long-term 
improvement to system 
management and performance

 Provide a resource for system 
improvement workshops, like 
sponsored by USDA and EPA 

 As a resource for guiding 
conversations about 
sustainability with utility board 
members 

 As a resource for communicating 
and educating utility board 
members on the importance of 
effective management. 

Source: http://www.watereum.org/resources/



Moving Toward Sustainability

Practices to:

 Optimize planning and services 
delivery

 Ensure a reliable source of water 
consistent with customer needs

 Use energy and water efficient 
practices and technologies that foster 
water reuse, resource recovery, and 
green infrastructure

 Create systems that are resilient to 
short-term disasters and longer-term 
climate related challenges

 Build greater citizen and stakeholder 
understanding and support.



EUM Business Levels

 Level 1 Utility: Providing Adequate, 
Fundamental Services



Self Assessment Questions

 Where is your utility strong? 

 Where is there the most room for improvement?  

 What are your areas of focus?

– Why are they a priority?

– Why is performance low?

 Technical capacity?

 Financial capacity?

Managerial capacity?



EUM Business Levels

 Level 1 Utility: Providing Adequate, 
Fundamental Services

 Level 2 Utility:  Optimizing Operations 
and Services



Effective Utility Management & Lean
Resource Guide

Three Key Reasons for 
using EUM and Lean 
Together:

 Address key 
management 
priorities

 Delivery financial and 
operational results, 
improve customer 
service and reduce 
risk.

 Enhance continual 
improvement efforts Source: http://www.watereum.org/resources/



EUM Business Levels

 Level 1 Utility: Providing Adequate, 
Fundamental Services

 Level 2 Utility:  Optimizing Operations 
and Services

 Level 3 Utility: Transforming Operations 
and Services for the Future



Case Study: 
Clean Water Services

Level 3
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Wastewater Collection
and Treatment

Surface Water
Management

Watershed Management

River Flow
Management

Clean Water Services At-a-Glance



Business Model

Strategy

Development

Strategy 

Execution

Business 
Strategy

Balanced 
Scorecard 
Approach

Effective 
Utility 

Management

Program 
Service 
Levels

Financial 

Planning

Goals Share 
Award

Performance 
Based Pay

College of 
Clean Water 
& Center of 

Business 
Excellence





Regulatory Flexibility & Partnerships 
Provides Capacity to Execute

Watershed Ecological Actions
What would Mother Nature have us do?

Products and Services

Entrepreneurial  Innovation 
What new value propositions can we create?

Creates the Elbow 
Room to Invest in 

Mother Nature

Creates Opportunity 
for Alternative 

Revenue Streams



Transformative Business Model

Strategy

Development

Business 
Strategy

Balanced 
Scorecard 
Approach

Effective 
Utility 

Management



CS Customer Satisfaction OR Operational Resiliency

ED Employee & Leadership Development PQ Product Quality

FV Financial Viability SS Stakeholder Understanding & Support

IS Infrastructure Stability SU Community Sustainability 

OO Operational Optimization WA Water Resource Adequacy





Financial Viability
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CS Customer Satisfaction OR Operational Resiliency

ED Employee & Leadership Development PQ Product Quality

FV Financial Viability SS Stakeholder Understanding & Support

IS Infrastructure Stability SU Community Sustainability 

OO Operational Optimization WA Water Resource Adequacy



Employee & Leadership 
Development

 Expanded Mission and Vision

– Pipes, Pumps and Plants

– Watershed

– Resource Recovery

 Focus Shift

– From Quality to Value

– BPR to Continuous improvement 
Orientation

– Goal Orientation

– Entrepreneurial and Watershed Focused

– Controlling our Destiny

 College of Clean Water



CS Customer Satisfaction OR Operational Resiliency

ED Employee & Leadership Development PQ Product Quality

FV Financial Viability SS Stakeholder Understanding & Support

IS Infrastructure Stability SU Community Sustainability 

OO Operational Optimization WA Water Resource Adequacy





Regulatory 

Performance Matters



Clean Water Works
Resource Recovery Facilities
Carbon-Nutrient-Water-Energy Nexus



0.0
0.5
1.0
1.5
2.0
2.5
3.0
3.5
4.0

2004 2006 2008 2010 2012 2014

C
u

m
u

la
ti

ve
 P

la
n

ts
, m

ill
io

n
s

Year

Ecological Uplift & Collective Impact 
On A Watershed Scale



Agricultural Ecological Uplift



Irrigation 
Efficiency

Multiple Benefits & Collective Impact



Million Tree Challenge

Carbon-Nutrient-Water-Energy Nexus

Connecting People to Water & Nature



Before
After

Urban Ecological Uplift
Carbon-Nutrient-Water-Energy Nexus

Connecting People to Water & Nature



Conveyance & Field Operations
Natural System Restoration Materials Recovery

Carbon-Nutrient-Water-Materials Nexus

Before After



Fernhill NTS

Carbon-Nutrient-Water-Energy Nexus

Connecting People to Water & Nature



Investment in Ecological Bridges



Ecological Function



Aesthetics



Transformation

"We're protecting Fernhill Wetlands for the community and future 

generations, and the environmental approach of the natural treatment 

wetlands are a win-win for everybody." 

Victoria Lowe, Forest Grove City Councilor

Transformation



Questions?

dennisd@cleanwaterservices.org


