





West Valley
N ater District

STAFF REPORT
DATE: December 16, 2024
TO: External Affairs Committee
FROM: Socorro Pantaleon, Public Outreach & Government Affairs Manager

SUBJECT: Presentation by JPW on Prop 218 Outreach and Communication Support Services

MEETING HISTORY:

08/19/24 External Affairs Committee
11/25/24 External Affairs Committee

BACKGROUND:

The Public Outreach and Government Affairs Department is committed to reinforcing relationships with the
customers that West Valley Water District serves by sharing information on the value of water. As we prepare to
communicate with customers the need for a rate adjustment, staff is seeking the assistance of a consultant
specialized in the water industry that will be able to support the District in communicating the “why” for the need of
a rate adjustment. The consultant will provide guidance on communication to the District to effectively share the
importance of a rate adjustment to cover the costs for replacing aging infrastructure, increased treatment costs,
operating costs, and planning for the future. It is important to begin communication early to build trust with our
customers before the proposed rate adjustments and during the public outreach to ensure the District
communicates with all its customers during the Prop 218 process.

DISCUSSION:

An Request For Proposals (RFP) was released in late October on PlanetBids to develop a list of qualified
respondents to provide public outreach and for communications support services for Proposition 218, specifically in
the water industry. Staff received proposals and interviewed 4 firms with an internal panel that included the public
outreach and government affairs, finance and executive departments. JPW Communications was the highest
scoring firm among all panelists as the best firm with the experience and capacity to assist West Valley Water
District during a successful Prop 218 process.

Exhibit A: JPW Proposal with Survey
FISCAL IMPACT:

Funds have been budgeted in the Public Outreach and Government Affairs Department FY 2024-25 budget.
Additional funds may be requested dependent on the final scope of work.

REQUESTED ACTION:



Forward a recommendation to the Board of Directors for review and approval.

Attachments

Exhibit A: JPW Proposal with Survey



https://firebasestorage.googleapis.com/v0/b/fast-archive-274904.appspot.com/o/wvwd%2Factions%2F6758b485dadf24005423e6ef%2FJPW_West-Valley_Proposal_REVISED-SURVEY.pdf?alt=media&token=6470203c-5a92-4202-ba82-25be1f660cb0
https://firebasestorage.googleapis.com/v0/b/fast-archive-274904.appspot.com/o/wvwd%2Factions%2F6758b485dadf24005423e6ef%2FJPW_West-Valley_Proposal_REVISED-SURVEY.pdf?alt=media&token=6470203c-5a92-4202-ba82-25be1f660cb0
https://firebasestorage.googleapis.com/v0/b/fast-archive-274904.appspot.com/o/wvwd%2Factions%2F6758b485dadf24005423e6ef%2FJPW_West-Valley_Proposal_REVISED-SURVEY.pdf?alt=media&token=6470203c-5a92-4202-ba82-25be1f660cb0
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Cover Letter

WEST VALLEY WATER DISTRICT, AL ROBLES,
855 W. BASELINE, ROAD, RIALTO, CA 92376

NOVEMBER 12,2024
Dear Al:

We are honored to submit this proposal to support West Valley Water’s Prop 218 water rate adjustment outreach. As
a firm specializing in public sector communications, our expertise uniquely aligns with the District’s objectives to
provide clear, accessible, and compelling information to its customers. We understand the essential balance between
transparency and engagement when communicating rate adjustments, especially in Southern California’s dynamic
water service landscape.

West Valley Water District has an impressive history of adapting to the needs of its growing communities, from
pioneering water treatment innovations to supporting regional development. With a focus on service and
stewardship, the District’s commitment to providing safe, reliable, and high-quality water is evident. This legacy aligns
with JPW Communications’ core values, as we consistently help public agencies communicate complex topics to
diverse audiences with clarity and respect.

MEET JPW

JPW is a deliberately boutique agency that serves government clients exclusively and enthusiastically. Our team of 11
has served in and alongside government agencies, so we understand the realities of your world as much as we
appreciate the dedication of public servants who serve communities dutifully, and often in the background of daily
activities. This is especially true for utilities, like West Valley Water, who provides services to customers 24/7/365.
THE JPW DIFFERENCE
With JPW, you'll get:

One of only three internationally certified public engagement professionals (IAP2) in California

A specialized team with deep experience with water and utility communications, including rate adjustments

Integrated in-house design, videography and photography services




OUR PROCESS

JPW has a proven record in water rate outreach and has successfully helped water districts manage public
expectations, increase awareness and build trust through transparent communications. For each and every project,
we apply the Public Relations Society of America's gold-standard RPIE process that stands for research, planning,
implementation and evaluation. We know that we must understand a situation before we can share it effectively with
the public.

PAST SUCCESS

As a preview of the project descriptions and case studies that follow in our proposal, our team has experience working
with the following agencies on similar projects to those noted in your RFP:

Western Municipal Water District
City of Tustin water department:

Sacramento Area Sewer District (SacSewer)

THE FINE PRINT

JPW is a proud woman-owned business, as well as a certified Disadvantaged Business Enterprise (DBE) and Small
Business Enterprise (SBE). We are headquartered in Carlsbad (San Diego County).

If given the opportunity, JPW would approach this contract with great enthusiasm and fresh perspectives. Please
contact me directly at jenny@jpwcomm.com or (760) 683-8395 x700 should you have any questions. This proposal is
valid for 180 days from the day of submittal.

We look forward to hearing from you. Thank you for your consideration.

Jenny Windle, Founder and CEO
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FORM #1 — PROPOSAL REQUIREMENTS

Firm Name JPW Communications, Inc.

Firm Address 2710 Loker Avenue, W., Suite 300, Carlsbad, CA 92010
Telephone 760-683-8395

Email Address jenny@jpwcomm.com

In response to West Valley Water District’s Request for Proposals for Public Relations Services — Water Rates and
Prop 218 Process, please include the following information in this order of no more than 40 pages:

1. Cover Letter
2. Table of Contents

3. Responses to Form #1 — Proposal Requirements
o Please provide answers to information requested in Form #1 and signed by Firm’s
authorized representative.

4. Executive Summary
o A one-page overview of the proposal, including a summary of your experience
with requested services, your approach, date of completion and cost. In
addition, the firm shall provide information on the circumstances and status of
any disciplinary action taken or pending against the firm during the past two
(2) years with state regulatory bodies or professional organizations.

5. Subcontracting Disclosure
o Firms submitting proposals may subcontract portions of the project to other
firms. If this is to be done, that fact, and the name of the proposed
subcontracting firms, must be clearly identified in the proposal. Following the
award of the contract, no additional subcontracting will be allowed without the
express prior written consent of WVWD.
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6. Proposal Content
o Demonstrate how your firm will meet the Scope of Services (Section 2.05)
= Demonstrate experience
= OQverview of proposed services
= Describe how your proposal will meet the current and future needs of
WVWD'’s customers and stakeholders
= Description of your proposed process and approach on this project.
= List of what WVWD would need to provide to you or assist you with, and a
schedule of when it would be needed
=  How you will involve and work closely with the public affairs department
7. Proposed communications tools/resources and benefits
o Proposed schedule
o Provide a thorough description of your implementation process
o Other value-added approaches, ideas, recommendations, etc.

8. Identification of Anticipated Potential Problems
Identify and describe any anticipated potential problems, the firm’s approach to resolving

these problems and any special assistance that will be requested from WVWD.

9. Responses to Form #2 — Vendor Information Requirements
Please provide answers to information requested in Form #2.

10. Responses to Form #3 — Project Staff Information
Please provide answers to information requested in Form #3.

11. Responses to Form #4 = Client References
Please duplicate form to provide three to five current/former client references.

The undersigned hereby agrees to comply with all the terms and conditions put forth in West Valley Water
District’s Request for Proposals for Public Relations Services — Water Rates and Prop 218 Process.

Print Name:  Jenny Windle

Signature:

Date: 11/8/24
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a JPW Communications is pleased to present our strategic outreach proposal for the Water
O ur EXp erlenc e District's Prop 218 rate adjustment. With a strong track record in public sector
communications and transparent rate outreach, we are well-equipped to help the district
build community understanding and trust. Specializing in government outreach, we have
successfully led Prop 218 campaigns across California, including recent projects for Tustin
and Western Water. Our approach centers on clear messaging, proactive engagement, and
data-driven strategies to ensure compliance and address public concerns.
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Our outreach strategy will consist of a phased approach:

O ur App rO aCh 1. Discovery and Planning: We will conduct research and stakeholder analysis to understand

community sentiment and key concerns. Messaging will be developed to align with the
district's goals while anticipating potential questions.

2. Community Engagement: Using a multi-channel approach—including informational mailers,
community meetings, digital outreach, and targeted media strategies—we will ensure
stakeholders receive timely and accurate information about proposed rate changes.

3. Transparency and Responsiveness: We prioritize ongoing communication, monitoring public
feedback, and adjusting outreach efforts as needed to ensure that all community voices are
heard.

4. Compliance and Follow-Up: We will provide clear documentation and a final report
summarizing outcomes and lessons learned, ensuring that every step of the outreach
process aligns with legal requirements.

C O m le tio n and We are prepared to complete the outreach process within a nine-month timeline, beginning
p upon contract approval. A detailed project schedule will be finalized in collaboration with district
staff to ensure all key deadlines are met. The estimated cost for our services is $115,235
C O St encompassing all activities outlined in our approach. We pride ourselves on delivering

exceptional value while adhering to budget constraints.

D ° ° 1 e JPW is proud to report that no disciplinary actions have been taken or are pending against us
].S Clp 1n ary in the past two years. Our commitment to ethical practices and excellence has remained

steadfast, and we are confident in our ability to support the water district with a compliant,

S tatus community-focused Prop 218 outreach campaign.
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Our Trusted

Partners

Multicultural
Outreach
Services

Language
Translation
Services

JPW Communications recognizes the importance of leveraging specialized expertise to ensure
comprehensive and culturally responsive outreach for the Water District’s Proposition 218 rate
adjustment process. As part of our commitment to inclusive and effective community
engagement, we intend to subcontract portions of this project to two highly qualified
consultants: Novoa Communications and Big Language.

These subcontracting arrangements have been carefully selected to enhance the reach and
impact of our outreach efforts. No additional subcontracting will be undertaken following the
award of the contract without the express prior written consent of WVWD.

To effectively reach and engage diverse communities within the district, we will work with
Melba Tirado of Novoa Communications, a specialist in multicultural outreach strategies.
Melba's role will include developing culturally tailored messaging and facilitating engagement
efforts with traditionally underserved populations.

Melba has worked in multidisciplinary teams in the areas of nonprofit management, video and
radio production, multiple levels of government, and education for 20 years. Her professional
experience includes environmental justice, community engagement and communications for
capital improvement projects, regional planning organizations, federal and state grant
administration, and special event coordination.

Melba spent six years as community relations supervisor for the San Diego North County
Transit District, working closely with local governments, educational institutions, businesses,
ADA advocates, underserved communities, nonprofit and community organizations. She
actively engages communities that might be disproportionally impacted by environmental
impacts or don't engage in traditional public process due to barriers such as language, culture,
accessibility, and education. Melba has partnered with JPW on multiple outreach and
engagement projects throughout the state of California since 2019.

To ensure language accessibility for all stakeholders, we will engage Big Language, a certified
translation services provider. They will be responsible for translating outreach materials into
the primary languages spoken within the district, ensuring compliance with language access
requirements.



A staflf born from
government, for
government

ABOUT US

JPW was born from the need for a communications firm that offers the
rare combination of exceptional service, creative ideas and strategic
solutions that can only come from firsthand service in the public sector.
We serve government enthusiastically and exclusively, and that means
that we understand the challenges you face, why they matter, and how to
solve them.

OUR HISTORY

JPW was founded in 2015 by long-time government communicator Jenny
Windle, and we have grown to a team of 11 like-minded experts who
provide award-winning services for government agencies. Together, we
bring 75 years of collective experience working inside and alongside
cities, counties, states and special districts. We do this because we
believe that public agencies deserve the very best in communication
services.

THE JPW EXPERIENCE

We balance big ideas with practical applications designed specifically for
government. The result is strategic communication that actually works.

OUR VISION

We imagine a world where communities and local government
understand each other and work together for the greater good.
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Organization,
Date Founded
and Ownership

Insurance
Requirements

Business
Affiliations

JPW Communications is a full-service marketing and communications consulting firm,
founded in 2015 by Jenny Windle. As a woman-owned business, JPW specializes in providing
outreach, public relations, communications, and strategic consulting services, exclusively and
enthusiastically for public-sector clients such as government agencies and water districts. Our
team has extensive experience managing complex communications projects, including public
engagement campaigns, water rate adjustments, and public information efforts. Founder and
CEO Jenny Windle is the primary owner of the firm (95%) and Senior Vice President Susanne
Bankhead is minority owner of the firm (5%).

JPW Communications affirms that we carry the required levels of insurance as outlined in the
sample professional services agreement. This includes general liability insurance, professional
liability insurance, and workers' compensation insurance. We are committed to maintaining all
required coverage throughout the duration of this project to ensure compliance and mitigate
risk.

JPW Communications has established strategic partnerships with a network of
communications professionals and agencies, allowing us to provide additional specialized
services when necessary. These affiliations enhance our ability to deliver comprehensive
solutions when needed. This could include digital engagement platforms like Public Input,
Open Gov, AlphaVu or Social Pinpoint, as well as graphic design, video production, and
multilingual outreach contractors. We also maintain strong relationships with local media
outlets and public relations professionals to facilitate effective media engagement and crisis
communications.

JPW Communications maintains active affiliations with California Association of Public
Information Officials (CAPIO), City County Communications and Marketing Association
(BCMA), Public Relations Society of America (PRSA), and International Association of Public
Participation (IAP2). Our involvement includes participating in conferences, training, and
professional development opportunities to stay at the forefront of government
communications and public engagement best practices. These connections enable us to bring
innovative, ethical, and community-focused strategies to our clients.



| ° t D ° t ° JPW Communications has extensive experience supporting public agencies with Proposition
1S escrlp 10n 218 outreach, focusing on transparency, community engagement, and clear communication to
ensure compliance and public understanding. Over the past five years, we have partnered with

O f Prop 2 1 8 several clients to guide them through successful rate adjustment processes:

SacSewer (2022): Led outreach efforts for a Prop 218 rate adjustment process for
En a ements Sacramento Area Sewer District, focusing on stakeholder engagement, media
g g relations, and crafting clear, concise materials to educate the public about the need for

rate increases.

STvNO ANV ANNOYDMIVE NI

City of Tustin (2023): Supported the City of Tustin in its water rate outreach efforts,
engaging the community through targeted public meetings, informational materials,
and media relations to ensure that residents understood the reasons for the rate
adjustments and had their questions addressed.

Western Water (2022): Provided outreach and public relations services for Western
Water’s Prop 218 rate adjustment process, working closely with District staff to
develop clear, accessible messaging and engage customers through social media, bill
inserts, and public meetings.

City of Tustin (2023): Assisted the City of Tustin with water and solid waste rate
outreach, developing communication strategies and materials to inform residents
about changes in solid waste service rates, as well as holding community meetings and
managing public feedback.

LiSt/D e S Crip tion JPW Communications has successfully supported several local governmental tax initiatives

over the past five years, focusing on strategic outreach and community engagement to inform
and involve residents. Our work has included:

Of TaX Me asure S - Carlsbad Measure A (2016): Assisted the City of Carlsbad with outreach for Measure

A, developing materials, managing media relations, and organizing public presentations
to engage residents about the initiative to improve city infrastructure and services.

Encinitas Measure K (2024): Supported the City of Encinitas in promoting Measure K,
a local sales tax proposal, through strategic communications, social media outreach,
mailers, and community presentations to inform and engage voters.

San Marcos Measure Q (2024): Helped the City of San Marcos with Measure Q, a bond
measure for public safety and infrastructure, by facilitating outreach efforts through
materials, forums, and media coverage to explain the measure’s benefits to residents.

10
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Experience
with Scope of
Services

Experience
Supporting 218

Processes

Our Response to
Urgent Issues

Our Clients

JPW Communications will deliver a transparent and inclusive outreach strategy for the
Proposition 218 water rate adjustment. We start by developing clear, relatable messaging
based on the rate study and deploy a multi-channel plan, including direct mail, public meetings,
digital outreach, and media engagement, to reach all community members effectively.

We facilitate meaningful public engagement, collecting feedback and adjusting our approach
as needed while ensuring full compliance with Proposition 218 requirements. Our process
concludes with a comprehensive report detailing our efforts and outcomes, always aiming to
build trust and understanding in the community.

JPW Communications has significant experience in the water industry, specifically in
supporting Prop 218 efforts for water and sewer districts. Our team has worked with multiple
agencies across California to facilitate rate adjustment processes, educating customers on
rate changes and building understanding through clear, accessible communications. We are
familiar with the regulatory and legal requirements of Prop 218 and have developed targeted
communication strategies that adhere to these guidelines.

We understand that Prop 218 can involve urgent issues, from last-minute inquiries to media
responses. JPW Communications maintains and flexible and responsive team to address urgent
matters swiftly. We have a system in place for rapid communication and escalation, ensuring
that District staff has the support they need in real-time. we prioritize clear communication and
transparency with our clients to ensure that all issues are resolved promptly.

JPW is proud to serve the public sector exclusively and enthusiastically. Since the firm was
founded in 2015, our client roster has grown to more 75 different government agencies across
the state, ranging from municipalities including cities and counties, transit and transportation
agencies, port districts and water, wastewater and special districts. We are especially proud of
our strong reputation working with water agencies and are passionate about the world of water.

Water is personal. Not only does it sustain us all, but every person has their own connection to it.
Taste preferences range. Cultural trust in water quality can vary, and thresholds for cost
fluctuations differ from household to household. All of this means that your water rate
adjustment efforts are going to be received differently by each community and household
therein. Given the collaborative nature of water delivery and how blissfully unaware customers
are of its complexities, we believe that our deep experience with water projects of all shapes
and sizes will benefit your team. We know how to demystify and personalize water services,
demonstrating value and establishing the water district as a known commaodity to its
customers. We've outlined three case studies that we feel underscore this experience.

1



City of
Tustin:
Water Rate
Increase

PROPOSED RATES FOR
FISCAL YEAR 2024-2025

CITY OF TUSTIN
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THE OPPORTUNITY

The City of Tustin Water Services team
was faced with the need to increase
water rates for customers to keep pace
with changing state drinking water
standards while also addressing higher
rising costs. While the rate adjustment
was critical to maintain services and
ensure fiscal stability, the team needed
to proactively answer customers’
questions about why the increase was
needed and resolve concerns about the
specific needs of Tustin’s community
members who live on fixed incomes.

12

THE APPROACH

JPW was hired to develop a
comprehensive outreach strategy for
the rate adjustment process to foster
trust and goodwill by transparently
communicating about the rate
adjustment process. Engaging
infographics were incorporated
across all campaign materials and
channels to make complex rate
adjustment language more
approachable for customers,
improving public trust and sentiment
about the rate adjustment.

THE REWARD

At the public hearing on Dec. 5, 2023,
Tustin’s city council voted to approve
the new proposed water rates with a
5-0 vote across the board. Out of
14,000 water customers, the team
only received a total of 23 written
protests, demonstrating the team’s
success in engaging the Tustin
community about the rate adjustment
process and establishing the City of
Tustin as a trusted source of
information throughout the process.

AVISO DE AJUSTE
PROPUESTO A LA

TARIFA DE RESIDUOS
SOLIDOS A PARTIR DEL

1 DE JULIO DE 2024




CASE STUDY

Sacramento
Sewer: Rate
Outreach

ial Rate Adjustments

THE OPPORTUNITY

Sac Sewer is the second largest
sewage collection utility in California
and provides sewage collection,
treatment, and resource recovery
services to more than 1.6 million people
in the Sacramento region. In summer
2023, SacSewer was faced with the
need to increase sewer rates for
customers to keep pace with critical
repairs and maintenance for aging
infrastructure and facilities; rising
operating, labor, energy and capital
costs; and the purchase of expensive
materials required for sewer treatment;
some of which have increased 300% in
recent years.
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THE APPROACH

The team developed a strategic
outreach plan to build trust, educate
customers on the rate adjustment,
and highlight SacSewer’s value and
assistance programs, aiming to
reduce opposition and negative
sentiment. Efforts included a
communications and demographics
audit, messaging, dedicated inquiry
channels, staff scripts, a webpage,
FAQs, and 218 notices to 600,000
customers, with translations in
Russian and Spanish.The team’s
strategy used infographics and plain
language to simplify complex rate
adjustment details, boosting trust.

10 de abril
de 2024

THE REWARD

At the May 8, 2024, public hearing,
SacSewer’s Board unanimously
adopted the new rates. Out of
600,000 customers, only 280
submitted written protests,
highlighting the team’s success in
informing and engaging the
community. Outreach also raised
awareness of their financial
assistance program, doubling
enrollment from 209 in 2023 to 422
in 2024. SacSewer’s in-house team
noted the rate assistance program
page became the top-performing
section on the website, reflecting the
effectiveness of the outreach efforts.

Sede del Distrito de Alca
1 i the Road

CADE

Desde un disposit ivo mdvil:

veb hiipe:/ poom.usjein

1dejulio
da 2024

Proposed Three-Year
Rate Adjustment

Sewage Collection, Treatment & Resource Recovery

Al the Sacramento Area Sewer Dis (SacSaver), that leatures a ben-year financial forecast, 2
our charge is clear — prolecting public health and the ol economic irends impacting SacSewer. (he len-year

environmant for the many communities wa serve. We Capital Funding Projection and debl management

deliver on this mission ina number of different ways,

status. We review sewer rales on an annual basis and

inchuding collecting and treating billlons of galkons of sirive bo minimize rate increases for customers where
sewnge every year, Todo that, we must ensure our pipes,  possible

U BLANGNS, A FesoLUnte recovery Bcility afe in top

oparating conditican. This allows us tocontinue providing
e uninberrupted, reliable senice our customens have

o Loexpect

Wil we v 101 hiacd & rate INcrease in Many years,
Bk marmy ather pUbEc gancies, Wa ane axpernencing
mounting financial pressures and increased costs
across the board due 1o the historically high inflation

Breing responsible stewards of our rabepayers’ money environment that has charactenzed the LS. economy.

is & jobwe lake very sedously Il isimportant bo both Tir cower e increased operating and capilal project

our Board ol Direclors and sial thal we do everyihing coats, SacHewer debermined a sevwer rate adjusiment is
wa can tokeeprales aflordable for our customens reeded over the next three years, starting inJuly 2024,

Ench yuar, we updile our Long-Tenm Financial Plan

The adjustmont in sewer rates will allow SacSower to cover costs associated with the following:



CASE STUDY
Western

Water: Water
Rate
Adjustment

THE OPPORTUNITY

Following a cost-of-service study,
Western proposed a multi-year rate
increase—a challenging move given
the financial strains of the COVID-19
pandemic. Aware of past customer
objections and mistrust, Western
recognized the need for clear, upfront
communication to justify the
adjustment.
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THE APPROACH

JPW developed a transparent and
comprehensive plan to engage and
educate stakeholders throughout the
process, despite COVID-19
constraints. Notably, JPW created 22
tailored Prop 218 notices to ensure
every customer saw rate charts
reflecting their unique combination of
Western services, along with
engaging visuals and infographics
showcasing the value and reliability of
Western's service to its customers.

THE REWARD

Ultimately, the board voted to approve
the recommended rate increase and
only seven formal protest letters were
received. This was a stark contrast to
the hundreds of protest letters
received during the prior process. The
outreach efforts gained respect and
appreciation for Western’s JPW-
supported outreach. The general
manager, customers and directors all
mentioned how impressive and
thorough communication efforts
were throughout the process.
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