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Cloud computing is Internet-
based computing, whereby 
shared resources, software 
and information are provided 
to computers and other 
devices on-demand, like a 
public utility.


http://en.wikipedia.org/wiki/Cloud_computing


Wikipedia Will Tell Us That


What is a Cloud?



http://en.wikipedia.org/wiki/Cloud_computing





Name that CLOUD







Cloud Computing
SOFTWARE AS A SERVICE SOCIAL 


NETWORKING
INTERNET


EXTRANET
HOSTED


APPLICATION
S


CLIENT SERVER 
ARCHITECTURE INTRANET







THE ORIGINAL CLOUD







BIG THING


Little
Thing


Little
Thing


We Had These Big 
Things Called Main 
Frames-Inventory Systems


-Financial Ledgers
-Employee Listings
-Messaging


The Little Things Were Simple







Then to Now
PC


Hi !


We
b







VS


Did You Notice We Lost a Color?







IT TURNS OUT THE Experts 
are the Stupid ones


• “When folks need an elevator, we
should give them an elevator, not an
airplane. We’ve been giving them
airplanes for 30 years, and then
laughing at them for being too stupid to
fly them right.”


http://funkatron.com/site/comments/were-the-stupid-ones-facebook-google-and-our-failure-as-developers/


Ed Finkler, On Why Software Developers Should Not Dismiss Simple New 
Technologies 



http://funkatron.com/site/comments/were-the-stupid-ones-facebook-google-and-our-failure-as-developers/





Expertise ≠ Ability


Need a CIS System?
Theres an App for that


The ability for most people to 
do what they want with a 


computer is no longer tied to 
their experience using one







City of Portland
Citizen Reports


1 2 3 4


What Makes This Kind of Thing Possible?







VS


Did You Notice We Lost a Color?







I thought this was a talk about 
Google...?











Google Apps
Email
Calendar
Document Management
Websites
Chat and Video 
Conference


Works with most other 
Google Tools


Individuals: Free
Non-Profits: Free
Corporate and Gov: $50 per User per Year







Its just like the email you would
get from an IT Department, just 
without the department 


Use your own Domain
bob@PublicWater.org



mailto:bob@PublicWater.org





What is and Is not eMAIL
MOVING TARGET







Turns Gmail into 
Facebook/Twitter-light







Google’s Mixed Message On the Future of Messaging







Its just like the email you would
get from an IT Department, just 
without the department 


Where Microsoft Has Google Has


Word
Excel
Powerpoint


Documents
Spreadsheets/Forms
Presentations


DOCS











1


2


3







MAPS
Fast
Accurate
Integrates with GIS
Street-View Imagery
Publish Your Own 
Maps







My Maps
Author Maps
Collaborate Online
Publish
Not Technical







Maps API
Custom Maps
Online
Technical







Marshall
Thompson
City of Spokane Water 
Department
Email: mnthompson@spokanecity.org


Thank You



http://bit.ly/aekmUt
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Using Social Media to Reach Your 
Customers


Jennie Day-Burget
Public Information Officer
Portland Water Bureau


jennifer.dayburget@portlandoregon.gov







Categories
• Syndicated Web Feeds
• Blogs
• Wikis
• Multimedia: Video & Photo Sharing, Podcasting
• Social Networking Sites
• Social News Sites
• Mashups
• Widgets
• Virtual Worlds







Reasons We Should Use SM


• ¾ Americans use social media
• Time spent on SM is growing 3 times more 


quickly than overall internet growth
• Allows us to be first, best source of info
• It’s free
• Our customers are there and expect us to 


be there too
• It’s viral







Overall Goals for Using SM


• Increased ability to provide customer 
service


• Better ability to tell our story (eliminate the 
middle man)


• Provide timely updates and important 
news


• Create transparency
• Take the edge off/give us a personality
• Reach new demographics







What’s Working?


1. This is not a how-to
2. This is not a definitive guide
3. This IS inspiration!
4. This IS show and tell!
5. This IS a jumping off point!
6. This IS the tip of the iceberg!







News/Emergencies


• Podcasts/YouTube: State of Rhode Island 
DOT


• Podcast/Blog: Virginia Water Radio
• Blog: Central Basin Water Cooler 
• News Aggregator: Public Alerts







State of Rhode Island DOT Podcast: Construction Project







YouTube: State of Rhode Island DOT







Virginia Water Radio Blog/Podcast







Blog: Central Basin’s Water Cooler







News Aggregator: Public Alerts







Events


• Facebook Events Tab
• Blog: PDX Pipeline
• Twitter: Gain buzz around your events 


using #
• Twitter: Establish # and live Tweet to 


promote event or follow what others are 
saying







Portland Water Bureau: Facebook Events Page







Events Blog: PDX Pipeline







Twitter: #worldwaterday2010







Live Tweeting: #marchmadness







Education/Awareness Campaigns


• Facebook Fan Page: “I Heart  SF Water”
• Facebook Fan Page: DC Water & Sewer 


Authority
• Twitter: @alwaysh2osmart (Irvine, CA)
• YouTube







Facebook Fan Page: San Francisco Water







Facebook Fan Page: D.C. Water & Sewer Authority







Twitter: @AlwaysH2OSmart







YouTube: Denver Water’s Drunk Flowers







“One-on-One” Customer Service 


Via Twitter
• @portlandwater There is nothing comical about shutting 


off water- so why use a typeface that tries (and fails) to 
imply such a feeling.


• @portlandwater is the water bureau renovating the new 
Rose Festival offices on the Waterfront downtown?


• @portlandwater No paperless option available? When 
will it?


• So how do we better protect it? RT @portlandwater: 
90% of world's water is #groundwater!


• @portlandwater Sweet! thanks so much for the answer! 
The water here is sooo much better than down in Socal!







iPhone Application: City of Portland Citizen Reports











Telling Our Story/Giving Us a 
Personality


• Blog: GovGab.com
• Blog: Water Blog
• Second Life: Long Beach Water
• YouTube: Southern Nevada Water 


Authority
• Flickr: Portland Water Bureau







Blog: GovGab







Blog: Portland Water Bureau, Water Blog







Second Life: Long Beach Water







YouTube: Southern Nevada Water Authority







Flickr: Portland Water Bureau







Media Interaction


• Blogging
• Twitter







Media Interaction via Blog


• This photo, from Portland Water Bureau's blog, 
shows the sinkhole near Southeast Division 
Street and 109th Avenue about 10:50 a.m….. 


• As of 1 p.m., spokesman Jennie Day-Burget's 
Portland Water Bureau blog reported that crews 
had started repairs on the burst water main and 
damaged street… 


• Article = event recap from Water Blog







Media Info via Twitter
KGW Sunrise Show – main break


• Any word on how long the blockage/clean up will last re:water main break?
• @wileypost1 @KGWSunrise SE 112th and Division main break - I would 


predict that crews will work through the night and into morning. 
• What's next then? Will the Bureau have to pump all that water out into 


trucks? Or back under ground?
• And sorry. Full disclosure. I"m the producer for KGW Newschannel 8 @ 


Sunrise... We go to air this AM at 5:00
• @wileypost1 thx for disclosure! Water was pumped out and repair work has 


commenced. No one w/o water. 
• Good to hear. Any idea whether road will remain partially closed?
• @wileypost1 they hope not. They think they will be able to reopen 


everything except SE 109 by AM rush hour. 
• Great job with all the updates overnight. Very helpful re #SEMainBreak
• @wileypost1 Thanks for your attention to #SEMainBreak ! I'd like to think 


that we're learning and improving every day. 
• No prob. Glad to see a city agency/PIO working as efficiently and diligently 


as you were. Cheers.



http://twitter.com/wileypost1

http://twitter.com/wileypost1

http://twitter.com/wileypost1

http://twitter.com/wileypost1

http://twitter.com/search?q=%23SEMainBreak





Media Question via Twitter
• does PDX do free home testing of tap water? It came up 


on today's Think Out Loud about water. 
http://bit.ly/a9hI8q - Emily 


• @ThinkOutLoudOPB Customers can call 988-4000 to 
receive a free h2o test kit - lead, copper, zinc and iron 
tested - no charge 


• Thanks for the info. Posted it here: 
http://bit.ly/d71stKJust tweeted the water bureau to find 
out what the do. Here is the reply…


• @ThinkOutLoudOPB Emily - General #PDX #water
quality concerns can be addressed by our WQ Line 503-
823-7525 - another great resource!


• @ThinkOutLoudOPB - bottled water v. tap water 
conversation occuring right now.. http://bit.ly/bfwNmQ



http://twitter.com/ThinkOutLoudOPB

http://twitter.com/ThinkOutLoudOPB

http://twitter.com/ThinkOutLoudOPB

http://bit.ly/bfwNmQ





Recruitment


• LinkedIn: 80% of companies are using it 
as their primary tool to find employees


• Facebook job postings
• Twitter job links
• Craigslist postings







Facebook Fan Page: COP HR Job Postings







Most Important Lesson(s)…


• No right or wrong
• No true rules
• Sky is the limit







My Two Cents


• SM is not going away
• Whether YOU like SM or not is no longer 


relevant
• Your rate payers/tax payers are there… 


why not be there too?
• Anyone can do it
• It’s not that time intensive, though it does 


take maintenance
• Educate yourself! Try it!







Links
• Virginia Water Radio: 


http://www.virginiawaterradio.org/
• State of Rhode Island DOT: 


http://www.dot.ri.gov/engineering/c
onstruction/projects/195relo/podca
sts/index.asp


• Central Basin Water Cooler: 
http://www.centralbasin.org/blog/


• Southern Nevada Water Authority 
You Tube: 
http://www.youtube.com/user/snw
avideo


• Public Alerts: 
http://publicalerts.org/


• PWB Facebook Fan Page: 
www.facebook.com/portlandwater


• PWB Twitter: 
www.twitter.com/portlandwater


• PWB Water Blog: 
www.portlandoregon.gov/water/bl
og


• PWB Flickr: 
www.flickr.com/pdx_water


• PDX Pipeline: 
www.pdxpipeline.com


• GovGab: www.blog.usa.gov
• Citizen Reports: 


http://www.portlandonline.com/bts/
index.cfm?&c=51917



http://www.virginiawaterradio.org/

http://www.dot.ri.gov/engineering/construction/projects/195relo/podcasts/index.asp

http://www.dot.ri.gov/engineering/construction/projects/195relo/podcasts/index.asp

http://www.dot.ri.gov/engineering/construction/projects/195relo/podcasts/index.asp

http://www.centralbasin.org/blog/

http://www.youtube.com/user/snwavideo

http://www.youtube.com/user/snwavideo

http://publicalerts.org/
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http://www.twitter.com/portlandwater
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Resources


• www.GovLoop.com
• LinkedIn Group: Social Media for 


Government
• www.WebContent.gov
• www.socialmediagovernance.com/policies
• http://business.twitter.com/twitter101/case


_usgs
jennifer.dayburget@portlandoregon.gov



http://www.govloop.com/

http://www.webcontent.gov/
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What’s a Customer Service 
Certificate Program?


Brenda Lennox
Mgr. Customer & Support Services







PNWS Customer Service Committee


It is the mission of the Customer Service 
Committee of the Pacific Northwest 
Section of the American Water Works 
Association to inform members of the 
increased importance of Customer Service 
and to coordinate education and training 
for the purpose of providing excellent 
service to our customers.







It’s 27 Hours of Training for 
Customer Service Reps & Supervisors


Developed by AWWA & Customer 
Service Professionals



http://www.awwa.org/index.cfm





Agenda


• Who is AWWA?
• Certificate Program
• A Train-the-Trainer Approach
• The Customer Service Curriculum
• Questions







Who is the 
American Water Works Association?


• AWWA is the authoritative resource for 
knowledge, information, and advocacy to 
improve the quality and supply of water in North 
America and beyond


• Largest organization of water supply 
professionals in the world. 


• Membership includes more than 4,700 utilities 
that supply water to roughly 180 million people


• PNWS - one of 43 Sections







AWWA Membership
• About 59,000 members
• Utilities, consulting firms, manufacturers, 


individuals
• About 53,000 are individuals
• Engineers, operators, scientists, 


regulators, manufacturers, 
environmentalists, CUSTOMER SERVICE 
PROFESSIONALS







Future Workforce


• Serious Competition Across Industries, 
Countries


• Increased Workforce Diversity and 
Globalization


• More Opportunities for Employees
• Fewer People Working, Less Time for 


Training
• Generational Issues







AWWA Credentialing
• Credentialing is the umbrella term 


for different types of training 
programs, including licensure, 
certification, accreditation, recognition 
designation, and certificate programs.







Trained Employees


• What are you going to offer 
• Benefits of this CS certificate training 


opportunity







AWWA Credentialing
• Credentialing is the umbrella term 


for different types of training 
programs, including licensure, 
certification, accreditation, recognition 
designation, and certificate programs.







Definitions
• Curriculum-Based Certificate is a 


comprehensive training program on a 
focused topic for which participants 
receive a certificate after completing 
coursework and demonstrating that 
they've attained the specified learning 
objectives.







Certificate Program ≠Certification


Training
+


Work Experience 
+


Testing =
Certification


Certificate Program = Training







AWWA Programs
• Start with Curriculum-Based Certificate 


Programs 
• What AWWA offers:


– Customer Service  (3 courses, 4.5 days)
– Public Officials (3 courses, 12 hours)
– Water Treatment Operations (4 levels, 


40 days)
– Hi-Tech Operator (3 courses, 6 days)







History of the Customer Service Certificate 
Program


• AWWA Customer Service 
Committee (>30 
members)


• AWWA Book, Focus First 
on Service: The Voice and 
Face of your Utility


• How do we make CSR 
training accessible to 
small and medium sized 
systems?







Why a Train-the-Trainer Model?
• Supports the research findings
• Consistent with Best Practices
• Cost Effective Delivery of Training
• Customer Service as a Critical 


Occupation
• Opportunity for Skill Practice
• Sustainability of the CSR







Course 1
Customer Relationship Building


• Communication Styles
• Globalization & Demographics
• Listening Skills & Teamwork
• Telephone Etiquette
• Assertive Responder


Skills







Course 2
The Business of Customer Service


• Relationships
• Customer Diversity and the Water 


Utility Service Market
• Technology and Customer Service 


Effectiveness 
• The Billing Cycle
• The CSR’s Role in Emergency 


Preparedness







Course 3
Water Utility Operations


• Water Quality 
• Water Conservation 
• Water Treatment
• What is the Media paying


attention to?







PNWS Training Opportunities


• 2010 trainings
– Tualatin Valley Wter District, Beaverton, OR


• Sept. 30 – Oct. 1


– Alderwood Water & Wastewater District, 
Lynnwood, WA 
• October 13 - 14


• Certify additional trainer(s)
– October 2010 - Denver 







PNWS Customer Service Committee


It is the mission of the Customer Service Committee of the 
Pacific Northwest Section of the American Water Works 
Association to inform members of the increased 
importance of Customer Service and to coordinate 
education and training for the purpose of providing 
excellent service to our customers.


Nicki Pozos, Ph.D., P.E. (Chair) Dan Kegley (Vice Chair)
Carollo Engineers City of Spokane
npozos@carollo.com Kegley@spokanecity.org


Brenda Lennox, AWWA CS Committee
Approved Trainer
Tualatin Valley Water District
brenda@tvwd.org







Thank you!


Questions?





		What’s a Customer Service Certificate Program?

		PNWS Customer Service Committee

		It’s 27 Hours of Training for �Customer Service Reps & Supervisors�Developed by AWWA & Customer Service Professionals�

		Agenda

		Who is the �American Water Works Association?

		AWWA Membership

		Future Workforce

		AWWA Credentialing

		Trained Employees

		AWWA Credentialing

		Definitions

		Certificate Program ≠Certification�

		AWWA Programs

		History of the Customer Service Certificate Program

		Why a Train-the-Trainer Model?

		Course 1�Customer Relationship Building

		Course 2�The Business of Customer Service

		Course 3�Water Utility Operations

		PNWS Training Opportunities

		PNWS Customer Service Committee

		Thank you!�






Demographics and Communication
(And other Random Thoughts)


Craig Woolard, Ph.D., P.E.
AWWA President







Objectives


• Share some insights regarding the key issues facing 
the water industry


• Talk about some major demographic trends 
• Discussion of implications to you, your customers and 


your organization







Industry Soundness


US Water Industry Soundness Trend
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Infrastructure and Business Factors (which is also largely influenced by concerns about 
infrastructure financing) dominate the list of concerns in the US.  Source Water, and 


Workforce issues continue to loom more ominous in the 3-5 year range and are relatively 
inadequately addressed.


ISSUES - US 2010
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AWWA State of the Industry Report


US Water Current Issues (1-2 yr) Trend
Top Eight Issues
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Demographic Trends


•Demographics
–Traditionalists (1922-1945)


•27 million
•Loyal, hard working, respectful of authority


–Baby Boomers (1946-1964)
•76 million 
•Competitive, value youthfulness, challenge authority


–Gen X (1965-1980)
•60 million
•Pragmatic, flexible, unimpressed by authority, tech savy


–Gen Y (1981-2000)
•74 million
•Confident, civic minded, peer loyalty, tech savy







Demographic Trends


•Minority Groups are Growing Fast
–US Census Data % Growth over 2000-2010


•+45% Asian
•+35% Hispanic
•+18% African American
•+8% Caucasian


•Females Outnumber Males in the Workforce







• Umbrella Theme of Concerns for Sustainability


• Continued worries and uncertainties regarding the financial 
conditions in the broader economy


• Greater recognition of the need for higher rates in a time 
when rate hikes are even more unattractive politically


• Sense that the intersection of sustainability issues and the 
current economic environment will lead to or force changes 
in the operating paradigm of the water industry


Implications for you, your customers and your organization







•$$$
•Rates







•Globalization and multiculturalism the new 
norm
•Multiple communication approaches needed 
to reach your customers (and co-workers) 







“Cut a few thousand jobs here, boss, a few thousand 
jobs there, and they start to add up.”







The National Water Sector View


• By 2010, half of the baby- boomers will be between the 
ages of 54 and 64 and will retire.  (Bureau of Labor 
Statistics)


• The peak of these workforce retirements is projected 
to peak between the years 2010-2020.  


• The water industry will experience an even greater 
loss as the facts from AwwaRF/WERF report, 
“Succession Planning for a Vital Workforce in the 
Information Age” suggest.







AWWARF/WERF Report


AWWARF/WERF Report, “Succession Planning for a Vital Workforce 
in the Information Age.”


• The current average age of a water utility workers is 44.7
• The current average age of wastewater worker is 45.4
• The average age of all other workers in the nation is four years 


younger, approximately 41 years of age
• The average retirement age for utility personnel is 56
• It is projected that in the next ten years, 37% of water utility 


workers and 31% of wastewater utility workers will retire.







NATIONAL RESEARCH-STATE OF THE INDUSTRY REPORT
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AWWA Workforce Business Plan - Objectives


• Enhance the image of water jobs to appeal to current and 
future labor pools.


• Improve our outreach to educational organizations including 
K-12, community colleges, and universities. 


• Establish a clearinghouse to share workforce information 
and best practices.


• Improve the definition of water sector career pathways to 
accommodate a mobile workforce and facilitate the common 
skills based competencies and training Implement standard 
operating procedures to increase knowledge transfer. 







WORK FOR WATER !


Support Public Health


Engage in Social and Technical Innovation


Put Your Skills to Work in a Global, GREEN Economy







Questions?


Thank You!
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May 14, 2010 PNWS AWWA


Divining Diversity for Customer 
Service


Lisa Ragain
Aqua Vitae
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Introduction


• Good business practice
• Due diligence
• Right to know
• Compliance
• Core Customer Service Competency
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Background


• Public Health
• Emphasis on diversity
• Change in customer norms and 


expectations
• Consumer Confidence NDWAC 


workgroup
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Where to start?


• Utility Resources
• Regulatory Guidance
• Local Government
• Community Organizations
• Universities
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Consumer Confidence Report


• Right to Know includes non-English and 
other specific populations


• Requirements to for translation based 
on population


• Resources for Outreach
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Preparedness and Security


• Exercises
• Relationships
• Emphasis in Public Health
• Urgency
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Lead and Copper Rule 


• Revised Public Education and Public 
Notification in 2007


• Extensive list of organizations for 
Outreach


• Emphasis on special populations
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Local Public Health


• Supported under preparedness and flu 
response


• Outside of Environmental Health
– Maternal and Child Health
– Community Health
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So, now what?


• Apply existing resources
• Use existing guidance
• Multiple Benefits
• Utility Commitment
• CSR Training
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Steps


Know your community
• Census Data
• Health Department and Public Schools
• Specialized Media
• Community Based Organizations
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Steps


Assess Utility Capacity
• Staff
• Resources
• Ability to contract
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Steps


Identify Preferences
• Types of media by population
• Mass media and direct communication
• Written, oral or visual
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Steps


Establish Agreements
• Understand public health and organization 


resources
• MOUs
• Contracts
• Mutual Aid
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Steps


Implement
• Utility Commitment
• Policies and procedures
• Agreements in Place
• Develop strategy and materials
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Steps
Evaluate and Revise
• Informal
• Formal


• Surveys
• Focus Groups


• Review CS Data
• Revise and update 
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Small System?


• Prioritize
• Develop a plan
• Local Government
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PNWS AWWA


• Support training
• Exchange strategy and materials
• Mutual Aid
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Summary


• Meet customer and community 
expectations


• Responsive customer service
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Thank you 


Questions?


Lisa Ragain
(503) 927-3322


ragain@aquav.net
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