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Effective Utility 
Management 
(EUM) 
framework

• Developed by USEPA, AWWA & 7 
other industry-leading 
associations

• Descriptions of 10 attributes of 
an effectively managed utility

• Outline of 5 keys to success
• Toolkit w/ 80+ industry-accepted 

measures
• Overall framework for goal-

setting & continual improvement



2017 Effective Utility Management (EUM) assessment

What is Most Important?

Least Important Most Important

How are we 
doing?

Really Great!

Not so great

TOP PRIORITY!
Improvements 
needed in the most 
important areas

2nd PRIORITY
Keep improving 
in the most 
important areas

LAST PRIORITY
Don’t focus on areas that 
are not as important and 
performance is already 
good

3rd PRIORITY
Improvements needed, 
but this area is not as 
important as others



2017 Goals Identified using EUM Categories

•Product Quality – Focus on elimination of SSOs & 
Administrative Order compliance

• Financial Viability – Focus on developing capital financing & 
rate-making strategies

• Infrastructure Stability – Focus on Suburban Division asset 
management & organizationwide CityWorks implementation

• Employee & Leadership Development – Focus on 
workforce / succession planning & knowledge creation



Plus one more…

• The longer-term view:
• Establish measures for each attribute area

• Develop ways to leverage technology within all goal areas

• Look out through 2020 to develop longer-term plans in these 
(and other) areas

• Build a culture of Continual Improvement!



Quick highlights of KPIs:
Focus on specific LCA 2020 Goals

Preventive vs. Corrective Maintenance

Violations by type per year

Employee & leadership development

Financial dashboard











Other Measures – Data Availability
• Financial Dashboard:

• Debt service coverage >1.20
• Operating days cash on hand >180 days
• Operating Ratio
• Capital Plan forecasting / coverage

• Employee Safety

• Customer Satisfaction / Collections Performance / Call Center Performance

• Flow Monitoring (stream flows, sewer flows, rainfall)

• System Security / Downtime

• Water Quality / Treatment Performance

• Specific Preventive Maintenance Targets (ex. hydrant maint., leak detection, etc.)

• And much more!



LCA 2020: Three-Year Action Plan

• Detailed set of actions for 2018, 2019 & 2020 in each of the 4 goal 
areas











Goals not achieved: Key themes

• Complex / unclear planning process for wastewater capacity issues

• Significant complex “legacy” administrative processes (payroll, sewer 
billing, document management, etc.)

• Knowledge loss & staffing capacity for new work

• These must be addressed in our next strategic plan!



LCA 2020 Action Plan (Details included in handout)

Critical Organizational Goals:

1. Resolve City Division Financial & Legal Challenges

2. Develop Clarity for the Regional Sewer Capacity Plan

3. Begin Budget Restructuring to support department-level accountability

4. Form Cross-Organizational Teams to support continuous improvement

5. Select three focused areas for process improvement

6. New Strategic Plan
• Alignment with Community Goals

• KPIs with Performance Targets / Dashboard (use the data we have!)

• Implementation Plan



LCA 

Strategic 

Planning

Where 
are we 
now?

Where do 
we want 
to be?

How do 
we get 
there?

How do 
we know 

we’re 
there?



Next Steps
• Keep working the LCA 2020 Action Plan!

• Gather Feedback (now May 2020)
• Key stakeholder interviews
• Customer survey / community meetings
• Internal assessments

• Conceptual Plan Development (now  August 2020)
• Alignment of LCA Vision for the next 5-10 years
• How will we measure performance?
• Develop 1- to 3-year goals
• How will we communicate progress?

• Implementation/Action Plan (August – October 2020)
• Evaluation of resource requirements
• Financial analysis & 2021 budget
• Communications strategy



Discussion


