MINUTES OF THE COMMUNICATIONS AND CUSTOMER SERVICE
COMMITTEE MEETING
OF THE RAINBOW MUNICIPAL WATER DISTRICT
NOVEMBER 18, 2025

CALL TO ORDER - The Communications and Customer Service Committee Meeting of the
Rainbow Municipal Water District on November 18, 2025, was called to order by Chairman Shute
at 1:00 p.m. in the Board Room of the District, 3707 Old Highway 395, Fallbrook, CA 92028.
Chairman Shute presided.

PLEDGE OF ALLEGIANCE
ROLL CALL: Member Shute, Member Johnson, Member Kozak
Also Present: General Manager Wiley, Billing Specialist Kilmer, Information Technology

Manager Khattab, Administrative Analyst Weber, Alternate Harp,
Operations Manager Gutierrez, District Secretary Quintanar

Absent: Member Stewart, Member Hoffman
Also Present Via Teleconference or Video Conference:

Engineering and CIP Manager Williams and Administrative Assistant Montano. No members of the
public were present in person, via teleconference or video conference.

SEATING OF ALTERNATES

No alternates were seated
ADDITIONS/DELETIONS/AMENDMENTS TO THE AGENDA
There were no changes

APPROVAL OF THE AGENDA

Motion: To approve the Agenda as presented.

Action: Approve, Moved by Member Johnson, Seconded by Member Kozak
Vote: Motion carried by unanimous vote (summary: Ayes = 3)
Ayes: Member Shute, Member Kozak, Member Johnson
PUBLIC COMMENT

No members of the public were in attendance.

APPROVAL OF MINUTES

A. September 16, 2025
B. October 24, 2025

Motion: To approve the September 16, 2025, and October 24, 2025 minutes as presented.
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Action: Approve, Moved by Member Kozak, Seconded by Member Johnson
Vote: Motion carried by unanimous vote (summary: Ayes = 3)
Ayes: Member Shute, Member Kozak, Member Johnson

COMMENTS & REQUESTS
A. General Manager's Comments
B. Committee Member's Comments

General Manager Wiley relayed his appreciation for the Santaluz Community’s drought-tolerant
landscape tour, which was very educational.

Mr. Wiley also reported on the repairs of two recent water main breaks. The first leak was
discovered on Sunday morning in the Gird Road area, which was very difficult to access. No
property damage resuited; however, over 100 residents experienced an interruption of service
prior to the completion of the 18” transmission line repair. A second leak, a 12" line on Pala Mesa
Dr. near Old Highway 395, was discovered on Monday. With limited staff, the provisions of the
Mutual Services Agreement were utilized to request that the Fallbrook Public Utility District's
construction crew assist with the 12-inch line repair. Also of benefit is the District's practice of
keeping repair materials on hand.

Mr. Wiley continued to report on an area of land currently serviced by WMWD through a contract
with the Rancho California Water District, which is in close proximity to a Rainbow pipeline. The
area is currently served by the aqueduct, which lacks fire flows and reliable service. To provide
the area with better service, the staff of the agencies are exploring options to reorganize and
increase efficiency. The areas under review are annexed into the Metropolitan Water District,
and the de-annexation and annexation should be a simple process through LAFCO.

Regarding the water supply, the State Water Project and Diamond Valley Lake storage conditions
are satisfactory. Locally, recent precipitation of 3.4 inches of rain. Concern remains for the
Colorado River, as it is currently lower than normal, and the Operating Agreement is set to expire
next year. Cooperation between the upper basin and lower basin states has been minimal. The
Operating Agreement on the Colorado River expires next year, and there has been very limited
cooperation between the lower and upper basin states. Discussions are still ongoing regarding
California’s allocation, and the Bureau of Reclamation may intervene.

Member Johnson expressed her appreciation for the tour and the information gained through Bill
Stewart’s insight during the Santaluz community tour. Member Kozak relayed his appreciation
as well and mentioned additional information he anticipates receiving. He encouraged staff to
share the information with our community, and a brief discussion followed regarding regular
information sharing with Village News, particularly regarding rates.

Chairman Shute relayed that he has observed that word of mouth about beneficial programs such
as CropSWAP spreads quickly and has contributed to our success. He mentioned that information
about the Mutual Services Agreement would also be valuable to share. He also shared a recent
experience with his Flume device, which revealed a leak. He relayed appreciation for the device
and thanked District staff for the rapid response, and Member Johnson echoed that Rainbow
MWD’s customer service is exceptional.
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10.

1.

12.

13.

AGRICULTURE GRANTS UPDATE

Ms. Weber reported on agriculture grants, which include the Fruit Guys Community Fund,
focusing on small farms and sustainability projects, the CropSWAP Program, and the Plant Pilot
Program. She provided program details and explained that the District is partnering with other
agencies to promote these projects. Member Johnson relayed that Bonsall Elementary has space
that would enable student planting experience. Staff will reach out to the School District, and all
the programs are also highlighted in the November newsletter.

WATER USE EFFICIENCY UPDATE

Ms. Weber also reported on AB1572. Non-functional turf will be slowly rolled out to require the
removal of non-functional turf. The 2023 bill will gradually be rolled out, ultimately resulting in a
10% overall savings by 2030, throughout the Metropolitan Water District’s service area. Outreach
has begun for this phased program, which does not impact residential customers. She also
explained the outdoor rebates and support, including turf replacement and enhanced support for
planning and establishing drought-tolerant landscaping. Answering Johnson, Ms. Weber reported
she will research the recommended method for turf disposal and return that information to the
Committee. All newsletter information is available on our website, including links to apply for
rebates and contact information for rebate program support staff.

STRATEGIC COMMUNICATIONS PLAN UPDATE

Ms. Weber provided a recap of the progress made in implementing the Strategic Communications
Plan. This quarter, a Digital Media Policy was drafted for internal and external communications
for staff, Board and Committee members, the website landing page and banners were redesigned
and updated, adding fresh content such as the current Operating Budget, Sewer System Master
Plan (SSMP) 3 and 6-year reports, and the Employee Benefits brochure was added. Efforts were
also made to ensure website compliance with the Americans with Disabilities Act (ADA). Staff has
also developed a form which may be submitted through the website, giving District customers a
simple avenue for submitting public comments.

Community outreach efforts were also expanded, and attending community events such as the
North County Fire event has been very beneficial. Starting in January, we’'ll distribute a customer
feedback survey, a content calendar, and an e-newsletter. Staff will be updating fact sheets, rate
sheets, setting up internal communications reports, and finalizing our internal brand guide as well.

Member Johnson recommended that staff make presentations at professional organizations, such
as ACWA or CSDA, to share information about our successful outreach and communication
efforts. Members Shute and Kozak added their support.

DIGITAL MEDIA POLICY

Administrative Analyst Weber explained the importance of establishing guidelines for the use of
digital media. Extensive research was conducted, and the draft policy is robust, intended to
expand our communication and increase engagement in real time, and aligns with the strategic
Communications plan. Another consideration is our compliance with social media laws, the Brown
Act, and the Public Records Act. She reviewed the personal use guidelines in detail, explaining
disclaimers, responsibility for specifying personal opinions, protection of confidential information,
and the prevention of using social media while on duty, as well as the avoidance of abusive or
inflammatory language.
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14.

15.

16.

Member Johnson requested a thorough review by the District’s legal counsel to avoid difficult
situations or misinterpretation of the policy, as well as a clear definition of the social media
administrator and Public Information Officer (PIO) roles. Ms. Weber explained the district has an
acting PIO with future plans for additional staff to train for CalOES’ PIO certification. A discussion
followed regarding the appropriate assignment of the District's spokesperson for various events
and situations, as well as a plan for handling inappropriate behavior by online meeting attendees,
and periodic review. Ms. Weber concluded by reporting that the District's Employee Associations
would review the policy, and once adopted, it would be incorporated into the Employee Handbook.

WEBSITE UPDATE

Ms. Weber provided an update to the presentation provided to the Committee at the September
2025 meeting. She explained that to remain in compliance with SB 929, the ADA, and AB 434,
staff have made substantial progress in researching cost-effective options and removing outdated
documents from our website. The goal is to store all our website materials in a format that is fully
accessible and available to individuals with vision or hearing impairments, in the correct reading
order, with translation. With the substantial reduction in document counts, the District can achieve
accessibility compliance at a significantly lower cost through DocAccess, which would remediate
documents and ensure compliance by the April 2027 deadline. Ongoing monitoring and language
translation will be part of the monthly service. Staff recommended subscribing with DocAccess,
and will continue to update the website with newsletter content, videos, and other relevant
content.

The committee members expressed appreciation for the staff's teamwork and efforts. General
Manager Wiley added that these efforts also reduce our risk of litigation related to noncompliance.
Responding to Member Shute, Ms. Weber and Mr. Khattab stated that, moving forward, staff will
ensure carefully-monitored website content and develop a shared location for staff to access
reference documents and documents retained in compliance with our adopted records retention
policy guidelines.

COMMUNITY EVENTS UPDATE

Ms. Weber reported on the events planned for Fall, including the annual North County Fire Open
House, Bonsall High School's Academy Program Presentations, and the Bonsall Bridge
Centennial Celebration. Holiday programs include the Boys and Girls Club Toy Drive and the
Fallbrook Food Pantry food drive. Member Johnson added that the Bonsall tree lighting ceremony
will be held on Nov. 29: 2025, at 4:00 p.m.

Events throughout this year have included the Student Poster Contest, Bonsall High School Job
Fair, Vallecitos School Career Day, the Avocado Festival, the launch of the High School Volunteer
Program, the Wildfire Symposium, BHS and SMS Field Trips, blood drives in June and October,
the North County Fire Open House, and the BHS Academy Program.

NEWSLETTER CONTENT PLANNING

Ms. Weber reported that a new column has been added to the format, featuring District highlights
from the General Manager. The November newsletter included information on agriculture grant
programs, nonfunctional turf rebates, and the holiday toy and food drive. December’s newsletter
will include information on the district's accomplishments for the year, information for keeping
waterways clean, the wastewater rate increase, district awards, and a customer communications
survey. January's newsletter will include information on the new look of the District’s website,
information on the La Canada Pipeline Replacement Project, information on the public comment
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submission form added to our website, and invitation to our 2026 meetings. It will also include
information on rebate opportunities and the 2026 Student Calendar Contest.

17. PUBLIC COMMUNICATIONS AND RELATED MEDIA STORIES
Several articles were published in the Village News, which were shared in the meeting packet.
Member Kozak suggested an article about all of the aspects involved in emergency repairs.
Member Johnson commented on the importance of the public recognizing all the District does
and suggested consideration of an electronic monitor in the lobby which could display information
such as the work we do, employee recognitions, awards received. Mr. Khattab responded that it
had been considered and previously decided against, but the option can be revisited.

18. SUGGESTED AGENDA ITEMS FOR THE NEXT MEETING

Suggestions for the next meeting included an update on the efforts of State and Federal lobbyists,
additional review of the draft Digital Media Policy, a website update, and Customer Call Metrics.

19. ADJOURNMENT The meeting was adjourned by Ch an-Shute'at 2:49 p.m.
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Terese Quintanar, District Secretary

Page 5 of 5
20251118 C&CS



