
Communications & 
Customer Service 

February 18, 2025

COMMITTEE MEETING



Agenda

• Approval of Minutes
• General Manager Comments
• Committee Member Comments
• Appointment or Reappointment of Committee 

Chairperson and Vice Chairperson
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Strategic 
Communications Plan
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Review & Discuss Draft
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Strategic Communications Plan Development Steps
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Discovery
Completed

Stakeholder feedback 
(survey, committee, 

workshops)
Content review
SWOT Analysis

Demographic research
Channel assessment

Development
Completed

Where do we want to be, 
and how will we get there

SMART Goal setting
Tactical planning

Resource allocation 
(staff, budget)

Documentation
Current State

Formalize plan details and 
commitment to success

Draft plan document
Review, get feedback, edit

Approve plan



SWOT Analysis
Communications

Strengths
• Newsletter quality
• Education campaigns
• Outreach events
• Designing in-house
• Positive response to 

detachment
• Auto-dial notifications
• Positive earned media
• Frequent project updates

Weaknesses
• Consistency (branding)
• Consistent tone/voice
• Website navigation
• Social media
• Low resources
• Competing Priorities
• Limited crisis prep

Opportunities
• Brand guidelines
• Owned stock photos
• Internal communications
• More positive earned media
• Newsletter frequency
• Crisis comms training

Threats
• Social media trolls
• Disruptive public comments
• Rate pressure
• Misinformation spreads fast
• Unplanned shutdowns
• Emergencies/disasters
• Low resources
• Competing with online noise

Customer Service
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Strengths
• Friendly phone service
• Low hold times
• De-escalation skills
• Field staff
• Multiple channels
• Fast response times
• Survey
• Reverse 911 system

Weaknesses
• Consistency
• Translation
• Real-time updates
• Low flume utilization
• Staff needs guidance on 

some questions

Opportunities
• Update website regularly
• FAQs for staff & customers
• How-to videos on website
• Community surveys
• Standardize project outreach 

with a checklist

Threats
• Unrealistic customer 

expectations
• Comparing us to larger 

agencies
• Wholesale rate increases
• Detachment expectations vs. 

reality
• Historical reputation
• Complex regulations 
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Plan Components
Executive Summary: Why have a plan?
Guiding Principles: Core values applied 
to communications
Brand Statement and Mission
Target Audiences
District Narrative
Key Messages
Goals & Objectives
Tactical Recommendations
Communication Toolbox
Metrics

• Even when we are silent, we send 
a message

• Plan balances aspirations with 
resource realities

• It’s a group effort- the Board, 
committees, and staff all 
contribute

• Living document: seeks 
consistent messaging, evolving 
landscape



Guiding Principles p 4

6
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Mission
Rainbow Water Mission

Rainbow Water's mission is to provide our 
customers with reliable, high-quality water and 
water reclamation service in a fiscally 
sustainable manner.

Communications Mission

Building on Rainbow Water’s mission to provide 
reliable, high-quality services, this 
Communications Plan fosters understanding, 
trust, and collaboration by proactively engaging 
stakeholders, promoting inclusive dialogue, and 
sharing information transparently to inspire 
stewardship and empower a resilient, 
sustainable community.

BRAND STATEMENT p 5

Helping Our Community Grow Since 1953
Since our founding, Rainbow Municipal Water 
District has helped the communities of 
Rainbow, Bonsall, and parts of Fallbrook, 
Oceanside, and Vista grow and adapt to an 
ever-evolving economic, ecological, and 
demographic landscape. Building on our 
agricultural roots, we support farmers, 
households, and businesses as they embrace 
efficient, sustainable water-use. Guided by 
integrity, professionalism, responsibility, 
teamwork, and innovation, we foster trust 
through open communication, reliable service, 
and forward-thinking solutions that strengthen 
our community now and for future generations



Target Audiences pp 6-11

INTERNAL
• Board
• Employees
• Committee Volunteers
EXTERNAL
• Residents (metered & 

sub-metered)
• Agricultural ratepayers

• County of San Diego
• Pala Band of Cupeño 

and Luiseño tribes
• Local schools
• Local media
• Neighboring agencies
• Local elected officials
• HOAs

• Future applicants
• Community groups
• Developers
• Real estate agents
• Contractors
• Industry groups
• Parents of students
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Primary Secondary Tertiary



District Narrative p 13
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• An integral part of the community since 1953
• Respectful of agricultural roots and farmers’ current needs
• Adapting to evolving community and residents’ competing needs
• Small, agile agency
• Balancing innovation with resource constraints
• Cost-conscious, service-minded, customer-centric
• Empowering customers to make informed decisions
• Trusted community partner



Key Messages pp 13-16
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1. We deliver reliable, high-value service
2. We provide exceptional customer experiences
3. We support local agriculture
4. We operate with transparency and accountability
5. We value our workforce
6. We are about our community
7. We build strong partnerships
8. We adapt and innovate for the future



Goals and Objectives

• Provide reliable, high-quality 
water and wastewater 
services in a fiscally 
sustainable manner

• Strengthen customer 
relationships and public trust

11

• Ensure transparency and 
dialogue on key issues

• Promote preparedness, 
efficiency & innovation



Goals and Objectives pp17-18

• Provide reliable, high-quality 
water and wastewater 
services in a fiscally 
sustainable manner

• Strengthen customer 
relationships and public trust
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• Ensure transparency and 
dialogue on key issues

• Promote preparedness, 
efficiency & innovation



Tactical Recommendations pp19-21

• Measurement and adjustment
• Surveys, metrics tracking, 

share findings
• Content & branding

• Plain speak content, user-
friendly infographics, 
consistency

• District-Managed Media
• Website, social media, e-

newsletters
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• Partnerships & Engagement
• Earned media, community 

outreach, regional collaborations
• Selective advertising

• Local or regional spots, seasonal 
campaigns

• Additional Tools
• Annual summary, 

recognition/awards, continuous 
improvement



Communication Toolbox & Metrics pp 22-23

Engagement Resources
• Online & social media
• Community Events
• Community Feedback

Performance Metrics
• Customer engagement
• Program outputs
• Digital impact
• Educational impact
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Quarterly 
Call Metrics

15

Nov - Jan Update
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Average Hold Time: 2023 vs 2024
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Average Talk: 2023 vs 2024
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Monthly Calls: 2023 vs 2024
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CropSWAP 

19

Regional Program Update
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Applications in 2024

CropSWAP Program

58 Projects Approved

83

Projects Completed & Paid

2024 Total 
Reserved Grant 

Funding for
Approved Projects

$1,043,450

_

_

_ 5

Pre-Inspection, Wait-list14



21
30 Avocado Rootstock

2024 Applications by Project Type

17 Crop Conversion

10 Avocado Rejuvenation
7 Soil Moisture Sensors

6 Mulching

Cover Crops

6 Scheduling Automation

4 Uniformity Improvements

2 Nutrient Management

1



Water Use 
Efficiency 

22

Program Update
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2024 Flume Report

• Customer Support
• Account Install Reminders
• Sent six days after delivery

• Battery Changes
• Flume 2 carries AA battery replacements
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2024 Total 
Devices Ordered

104Devices Remain156_

Devices Connected236_
Devices Sold 
Since 2019848 

• $49 with instant rebate, $249 retail
• Met offers device for $100 with rebate

Devices 
Installed in 202477% 



Flow Monitor Devices from Metropolitan

24

Flume
Flo by 
Moen

Phyn 
Plus

Streamlabs
Control

Streamlabs
Monitor

• Self-Installation
• Indoor & Outdoor 

Water Use
• Mobile App
• Rainbow Water $49.00 

with instant rebate
• $249 Retail
• Met rebate $100

• Professional Installation
• Indoor Water Use
• Mobile App
• Remote & Auto Shutoff
• $549.99 Retail, includes 

fittings, cord, spacers
• Met Rebate $100

• Professional Installation
• Indoor Water Use
• Mobile App
• Remote & Auto Shutoff
• $579.99 Retail, includes 

power cord. Unions + 
adapters sold separately

• Met Rebate $100

• Professional Installation
• Indoor Water Use
• Mobile App
• Remote & Auto Shutoff
• $999 Retail + custom fittings
• Met Rebate $100

• Self-Installation
• Indoor Water Use
• Mobile App
• $389 Retail
• Met Rebate $100



2025 
Event Planning
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Community Events Update
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2025 Event Planning

Jan - April
Student Poster 

Contest & 
Presentations

Q2 Q3Q1 Q4

April
Avocado Festival

April 
CSUSM Job & Internship Fair

Mar - May
BHS Field Trip to Lake Skinner

June
Vallecitos 
Elementary
Rainbow Run

Oct
NC Fire 
Open House

Nov
Schools 
Speakers Bureau

Dec
SD Blood 
Bank Drive

June
SD Blood 
Bank Drive

May
Wildfire
Symposium
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2025 Prospective Events

April
CSUSM Job & Internship Fair

Tuesday, April 8
11:00 am - 2:00 pm
University Student Union 
Ballroom  at CSUM

General Jon Fair open to all 
students/alumni and majors 
seeking paid opportunities.
Booth Space: $450

April
Avocado Festival

Sunday, April 13
8:00 am - 5:00 pm
Staff set up 5am – 8am
Tear down  5pm – 6:30 pm

April 
Graze at the Fields

Farmers Bureau event 
Thursday, April 24
5:00 pm – 9:00 pm
Carlsbad Flower Fields

Set up 9 am- 5pm
Tear down 9 pm – 10:30 pm
Booth space: $0

May 
Wildfire Symposium

Saturday, May 3
9:00 am - 12:00 pm
Fallbrook Union High School

Joint community event with 
NCFPD, Cal Fire, SD County 
Fire, SD Sheriffs Dept, Fallbrook 
Regional Health District, FPUD



Newsletter 
Content Planning
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Newsletter Review

January 2025
• Where Does Your Water Come From?

• Imported Water Sources
• Explain Met, EMWD and SWP
• State Infographic

• 2025 Water Awareness Poster Contest
• Program details: submission dates, 

eligibility and awards

• Public Safety Power Shutoffs
• How Rainbow Water remains prepared for a 

PSPS event
• Prep tips, emergency apps

29



Newsletter Review

February 2025
• Rainbow Water Provides Critical Aid to 

Support the Eaton, Lilac and Pala Fires
• Emergency Response, Mutual Aid and District 

Support

• Water Supply Conditions Update
• Snowpack Report, SWP and Local Reservoirs

• Flow Monitor Device Rebates
• Making Conservation a CA Way of Life
• Student Programs

• 20250ACWA Scholarships

30



Newsletter Planning
March 
• Fix a Leak Week

• How to Video Series: Locating your meter
• Infographic: meter location, turn off water, 

and identify a leak

• Water Wise for Life: World Water Day
• Irrigation tips for seasonal water usage 

from EMWD
• Met rebates: High efficiency toilet install, 

and clothes washer new requirements

• Educational Outreach
• Calendar Contest
• ACWA Scholarships for Future Water 

Leaders
• High School Volunteers needed for 

Avocado Festival
31

April
• Water Wise for Life: Water Awareness Month

• Rebates on Turf Replacement
• Irrigation Tips: drip irrigation, mulch beds,
• Rainwater harvesting with rain barrels
• Flow water monitor devices

• Water Supply Conditions Update
• Snowpack, reservoir levels

• Wildfire Symposium
• May 3 at Fallbrook HS with NCFD & partners

• Avocado Festival
• Sunday, April 13 – Visit the booth 

• Construction/Traffic Notice
• SDCWA Shutdown: April 27-May 6, 2025



Public 
Communications
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& Related Media Stories
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Village News
December 27
Rainbow Water Celebrates a 
Historic Year of Accomplishments 
and Accolades
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Municipal 
Water Leader
January 2025
Avocados and Affluence: The 
Rainbow Municipal Water District 
Accommodates Change
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Village News
January 2
Rainbow MWD Approves 
Purchase Order for Odor 
Control Chemicals
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Village News
January 25
FPUD, Rainbow Water and North County 
Fire District Remain Ready for Wildfire 
Emergencies

Everything Fallbrook
January 16
Proactive Emergency Planning



Village News
January 30
Collaborative Effort Puts Out Fires
February 6
Rainbow Water Supports Local Agencies in 
Eaton, Lilac and Pala Fires
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AP
February 18
How better water systems 
can help a city survive the 
next firestorm
In November, a 5,000-gallon heli-hydrant in 
San Diego County was tapped nearly 30 
times by aircraft fighting the 48-acre 
Garden Fire. The Rainbow Municipal Water 
District, a small utility that serves several 
unincorporated communities, paid around 
$200,000 to install its heli-hydrant in 2021 
after the 2017 Lilac Fire burned more than 
100 buildings nearby.



Agenda Items for the Next Meeting
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