
Communications & 
Customer Service 

May 20, 2025

COMMITTEE MEETING



Agenda

• Approval of Minutes

• General Manager Comments

• Committee Member Comments
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Quarterly 
Customer Service

Call Metrics
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Average Hold Time: February – April
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Average Hold Time: 2024 vs 2025
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Average Talk Time: February - April
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Average Talk Time: 2024 vs 2025
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Monthly Calls: February – April
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Monthly Calls: February – April
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Water Use 
Efficiency
Rebates Update
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Residential Rebates

SoCal Water$mart is a rebate program provided by Metropolitan Water 

District and administered by EGIA.
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Monitor

Monitor & Report

All 26 member agencies 

participate in the rebate 

programs

Rebate estimates and 

submissions are available on 

SoCal Water$mart’s website

The interactive website features 

a variety of water saving 

rebates, list of qualified 

products and landscape 

contractors.



Outdoor Residential Rebates

Sprinkler Nozzles

$2/Nozzle

Min 30 nozzles

Turf Replacement

$5/Sq Ft . Min 30 nozzles

Replace lawn with native 

or drought resistant plants

Tree Incentive Add on

$100/Tree 

Maximum 5 trees

Rain Barrels

$35 - $350 rebate based 

on size of container. 

Max 1 container, 2 small

Collect rainwater to reuse 

for landscaping

Irrigation Controllers

$80/controller, $35/station

Weather-based systems



Indoor Residential Rebates

Clothes Washers
Rebates start at $85

Meet CEE Tier 1 Standard

Saves 14 gallons/day

Toilet Replacement
Rebates start at $40

Premium high efficiency toilet 

using 1.1 gallons/flush



Flow Monitor Devices

Flume
$49 Customer Amount after instant rebate. Retails for $249

Monitors water inside and outside home with wifi connection up to 1,000 feet

Jan 1-Dec 31 2024

130 devices purchase

75 installed

1 returned due to 

compatibility issues

Since Jan 1, 2025

26 devices purchased

16 installed

Less than 130 devices remain 

on Rainbow Water’s contract 

$49 is lowest available rate for 

customers in So Cal

Met’s Flow Devices
$100 rebate, price range $500 up to $1,400. Five flow monitoring devices: 

Phyn Plus, Moen Flo, Streamlabs Monitor and Control with remote shutoff.



Community 
Events
Spring Update
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_

2025 Spring Events Recap

Wildfire Symposium

Fallbrook HS Library 
Saturday, May 3
Guest speakers explained efforts to 

prepare for an emergency event, know 

your exit routes, sign up for emergency 

alerts and protect your neighborhood

• Joint community event with NCFPD, 

Cal Fire, SD County Fire, SD Sheriffs 

Dept, Fallbrook Regional Health 

District, FPUD

• Staff engaged with community 

members to answer questions and 

hand out materials at a booth



2025 Spring Events Recap

School Field Trips

San Luis Rey Wastewater Plant
Wednesday, May 7: Sullivan Middle School

Wednesday, May 21: Bonsall High School
• The plant operator took students on an information tour of the 

plant, explained the treatment process, pure water and 

importance of keeping pipes clean

• Joint community event City of Oceanside’s 

Water Use Efficiency & Water Utility Departments

50 Total Students

6 Staff Members

_



2025 Events

Summer Blood Drive

Partnership with San Diego Blood Bank
Thursday, June 19 

9 a.m. – 2:30 p.m.

• Event to be staged in Rainbow Water parking lot

• All donors will receive a free SD Padres t-shirt

• Appointment sign up available on website

• Promotional efforts in place including flyers, press 

release and event calendar postings

_



Newsletter 
Content Planning
May – July 2025
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Newsletter Review

May 2025
• May is Warter Awareness Month

• Safe & reliable water supply – Keeping rates 
steady for 2025 due to detachment

• Water use efficiency programs
• Free virtual landscape workshops from Met

• Construction Notice: Pipeline 4 
• SCWA Emergency Maintenance: preparation plan 

and how customers can help reduce water waste

• National Infrastructure Week
• Spotlight on Division 1 PS, importance to 

detachment and reliability for water supply

• Summer Blood Drive
• San Diego Blood Bank mobile blood drive on 

Thurs, June 17 in Rainbow Water parking lot

• WUE Rebate Programs
• List of programs for clothes washers, toilets, 

irrigation systems and Flume



Newsletter Planning

June
• Water Quality Update

• What’s in my water? 2024 CCR Report

• Fluoride and plastics info from Met

• Where does my water come from? Virtual tour of 
SWP and Colorado River Aqueduct

• Emergency Prep Tips
• Recap info from Wildfire Symposium

• Pet and Animal Disaster Evac Info

• Clearing brush around property, evac plan and 
emergency contact info updated

• Educational Programs
• Thank you to students who volunteered at the 

Avocado Festival. Student Volunteer program 
overview.

• Highlights from BUSD’s San Luis Rey Wastewater 
Plant field trips and thank you to City of Oceanside.

• Partnership with BUSD and photo from Bonsall 
Forward Event honoring graduating seniors

July
• Keep Your Wastewater System Clean

• Don’t rush to flush, items that cause backups

• Proper disposal of FOGs, food waste and Rx

• Video link of what happens after you flush

• 2025 Poster Contest Winners
• Photos of winners and artwork

• Bill Payment Options
• Pay your bill online, enroll in auto bill pay, 

in person at the office, and at US Bank

• We Want Your Feedback
• Take the Customer Service Survey Online or 

at the office. Visit the office to receive your 
complimentary water bottle & dog water bowl.



Public 
Communications
& Related Media Stories
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Village News

April 17

NCFPD hosts Wildfire 
Preparedness Symposium

Bonsall Unified hosts job fair to 
connect with employers

May 7, 2025
NCFPD Wildfire Symposium

May 2025



2024 Consumer 
Confidence Report
• Designed the 2024 CCR report 

with Operations team and 
submitted to state for review. 

• English and Spanish reports will 
be posted to the website.

New Print Collateral
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Agenda Items for the Next Meeting
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	Slide 0: Communications & Customer Service 
	Slide 1: Agenda
	Slide 2: Quarterly   Customer Service
	Slide 3: Average Hold Time: February – April
	Slide 4: Average Hold Time: 2024 vs 2025
	Slide 5: Average Talk Time: February - April
	Slide 6: Average Talk Time: 2024 vs 2025
	Slide 7: Monthly Calls: February – April
	Slide 8: Monthly Calls: February – April
	Slide 9: Water Use Efficiency
	Slide 10: Residential Rebates
	Slide 11: Outdoor Residential Rebates
	Slide 12: Indoor Residential Rebates
	Slide 13: Flow Monitor Devices
	Slide 14:   Community Events
	Slide 15: 2025 Spring Events Recap
	Slide 16: 2025 Spring Events Recap
	Slide 17: 2025 Events
	Slide 18: Newsletter  Content Planning
	Slide 19: Newsletter Review
	Slide 20: Newsletter Planning
	Slide 21: Public  Communications
	Slide 22: Village News
	Slide 23: New Print Collateral
	Slide 24: Agenda Items for the Next Meeting  

