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City of Wenatchee Water

Service Connections – 7,995
84% single and multi-family
16% commercial
2,406 Backflow Preventers



Cross Connection Control Program 
Elements

1. Legal authority
2. Evaluating new & existing connections (surveying)
3. Cross connection elimination or protection
4. Cross Connection Control Specialist
5. Testing of backflow preventers
6. BAT quality control assurance
7. Backflow incident response
8. Public education
9. Recordkeeping & reporting
10. Reclaimed water requirements



What do we expect of customers?

◦ Behavior Change
 Complete a survey
 Install a backflow assembly
 Test the backflow assembly every year
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Conventional Approach
◦ Attitude-Behavior – By providing education 

on cross connection control and fostering 
attitudes that are supportive of cross 
connection, customers will comply.



Effectiveness of Conventional E&O

 Water-use Efficiency Handbook Example
 Energy Efficiency Workshop
◦ Ad in the paper about a special workshop
◦ 3 hours of training
◦ Pre & Post training attitude survey positive
◦ Only 1 person lowered water heater 

temperature and 25% installed the free low-
flow showerhead from the training.



Fostering Sustainable Behavior, Doug McKenzie-Mohr, www.cbsm.com



Identify a Behavior
 Complete a survey
 Install a backflow assembly
 Test the backflow assembly every year



Determine Barriers & Benefits

 Literature Review
 Observations
 Focus Groups
 Survey – Customers  & CCSs



Barriers to Backflow Testing
Barriers -What will keep customers from testing?
 Access to backflow preventer
 Cost
 ?



Benefits of Backflow Testing
Benefits – What will motivate customers to test?
 Safe drinking water
 Regulatory compliance
 ?



 Effective Communication 
 Social Norms - Middle School Social Pressure 

 Social Diffusion - Influencers

 Public Commitment
 Incentives
 Positive feedback

Develop Strategies



Choosing the Best Strategy

 Addresses the barriers and 
benefits

 Customized to target audience
 Available resources– human and 

financial
 Convenient



Backflow Testing Compliance 
Strategy
 Letters – Appear hand-signed
 Phone calls & more phone calls
 Transfer to the supervisor
 Offer to meet on-site
 Enforcement – personal messages & commitment

When do you think you could have 
your backflow preventer tested?

I will make a note on your account.

Thank you for helping to keep our 
drinking water safe!



Neighborhood Meeting –
Meadowridge Community
 Mailed invitations to residents
 Held the meeting at the Meadowridge Club 

House (with snacks)
 Introduced by Utilities Manager
 Provided educational materials
 Followed up with on-site surveys
 Provided lists of local contractors



Prompts or Reminders
• Text message
• Letter
• Email
• Calendar
• Fridge magnet
• Sticker
• Sign





Pilot Testing & Implementation

 Test the strategy on a small group
 Evaluate whether the strategy worked
 Make adjustments
 Pilot Test again or move to full 

implementation.



A Few CBSM Resources

Social Marketing: Behavior Change for Social Good, Nancy Lee

ToolsofChange.com
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