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A Quick Introduction for Mike
• West Slope WD General Manager since 2015

• 39-year AWWA Individual Member

• 6 years as an engineering consultant

• 6 years as water utility senior engineer

• 18 years as a water quality & engineering manager

• Vice Chair of the AWWA Water Utility Council 
beginning June 2025

• Active on Association, Section, and Subsection 
Councils and committees
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• Effective Utility Management – A Primer for Water Sector Utilities

• https://www.awwa.org/wp-content/uploads/FINAL-2024-EUM-PRIMER.pdf

Documents We Will Be Discussing – Get Your Copy Today!
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• Moving Toward Sustainability:  Sustainable and Effective Practices for 
Creating Your Water Utility Roadmap (aka. “The Roadmap”)

• https://www.epa.gov/sites/default/files/2018-11/documents/eum_practice
s_roadmap_final_508-10-2018.pdf

Documents We Will Be Discussing – Get Your Copy Today!



5

• 10 Attributes of Effectively Managed 
Utilities

• 5 Keys to Management Success
▪ Proactively Plan for the Future
▪ Protect Infrastructure Investments
▪ Save Money & Increase Resiliency 
▪ Help Recruit and Retain a Trained and 

Motivated Workforce
▪ Ensure Safe, Reliable Future Water Supply

What is EUM?
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Revised EUM Attribute and Keys Names

Product QualityRegulatory and Reliability 
Performance had been

Employee and Leadership Development Workforce Development had 
been

Customer SatisfactionCustomer Experience and 
Satisfaction had been

Strategic Business PlanningStrategic Business Planning 
and Management had been
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Angela Akridge
Louisville & Jefferson County Metropolitan Sewer District

Anna Bryan-Borja
Austin Water

Shellie Chard
Oklahoma Department of Environmental Quality 

Allison Deines
Alexandria Renew Enterprises

Mike Grimm
West Slope Water District 

Liesel Gross
Lehigh County Authority

Jackie Jerrell 
Raftelis (formerly with Charlotte Water)

Donna Mancuso
Suffolk County Water Authority

Oluwole (OJ) McFoy
Buffalo Sewer Authority

Karen Pallansch
Cross Water Strategies (formerly with Alexandria Renew Enterprises)

Matt Ries
DC Water

Holly Rosenthal
Phoenix Water

Frank Roth
American Water Works Association (formerly with Southwest Environmental Finance Center)

Adam Carpenter
American Water Works Association

Kenneth Waldroup
Cape Fear Public Utility Authority

Lisa Willis 
Gwinnett County Department of Water Resources

EUM Steering Group
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American Water Works Association
Adam Carpenter

Association of Clean Water Administrators
Julia Anastasio

Association of Metropolitan Water Agencies
Antoinette Barber/Tom Dobbins

Association of State Drinking Water Administrators 
Shellie Chard

National Association of Clean Water Agencies
Chris Hornback

Office of Water, U.S. Environmental Protection Agency
Jim Horne

Water Environment Federation
Lisa McFadden

Water Research Foundation
Miriam Hacker

EUM Collaborating Organizations 
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• Revised Names for some EUM Attributes and Keys
• Further refinement of Attributes and Keys
• Updated EUM Wheel Graphic
• New Section on Organizational Culture
• More alignment of Primer and Roadmap
• Simplified EUM Implementation Process
• Updated Resources

Main Updates to the EUM Primer
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EUM Primer Modernization 
Timeline 

Meeting #1
• Interviews with Steering Group 

Members on initial thoughts for 
Modernizing the EUM Primer

20 June 2023

Meeting #2
• Development of new draft sections and 

graphics 

20 Sep. 2023

Washington, DC Meeting #3
• In-person to discuss revisions to EUM 

Attributes and Keys. Inclusion of 
Organizational Culture.

12–13 Dec. 2023

Meeting #4
• Revised EUM Primer is reviewed by all 

Collaborating Organizations 

21 May 2024
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Organizational Culture
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Refined EUM Implementation Process
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Aligning the EUM Roadmap to the Revised 
EUM Primer
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EUM ROADMAP REVISIONS

• Updated Attribute and 
Key names 

• Revised formatting
• Revised and updated 

resources
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EUM Implementation 
Demonstration 



Effectively Managed Utility: Ten Attributes

1. Regulatory & Reliability 
Performance 

2. Customer Experience & 
Satisfaction

3. Workforce Development

4. Operational Optimization

5. Financial Viability

6. Infrastructure Strategy and 
Performance

7. Enterprise Resiliency

8. Community Sustainability

9. Water Resource Sustainability

10. Stakeholder Understanding and 
Support



Step 1: Assess Current Conditions 
1) RATE current level of achievement

2) Consider current management systems

3) Reflect either: lowest level of achievement

Effective, systematic approach and 
implementation; consistently achieve goals.

Workable systems in place; mostly 
achieve goals.

Partial systems in place with moderate 
achievement but could improve.

Occasionally address this when specific 
need arises.

No system for addressing this.

1

2

3

4

5



Step 2: Establish Importance of Attributes
1. RANK the importance of each Attribute

2. Consider long-term importance

3. Account for current or expected challenges

Least 
Important

10
Most 

Important

1
to
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Step 3: Graph Results



Rati
ng

Hig
her                
Low
er

5    FV            

4 RR         WD        

3     WS     IS     ER   SU 

2   OO           SS   

1             CS       
     

1 2 3 4 5 6 7 8 9 10

     
More Important                                   Less Important

      Ranking

Attributes – Individual Score



21

EUM IMPLEMENTATION
Self-Assess

ment 

Implementation of 
Effective 
Practices/Strategies 

Strategic 
Business 
Planning

Reflect & 
Adjust

Measure
ment



Linking Attributes to Measures
▪ For each attribute area, a selection of 

example measures are provided.

▪ Measures are drawn from established 
industry sources and utility manager 
practitioners.

▪ Provides a basic starting point for 
supporting developing a measurement 
framework in support of your attribute 
improvement efforts. 
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Developing an 
EUM Action Plan
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Management Area Title

Management Area Scope

Business Level

Practice Statement

Example Practices
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West Slope WD

Our Awesome Staff!

Three Distribution System 
Operators

Operations Manager

Finance Manager

Customer Service Rep

General Manager
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And Now, the Q&A Session …



27

Contact Information:
Michael Grimm, P.E.

General Manager
West Slope Water District

Email:  mgrimm@wswd.org
Cell Phone: (503) 729-0544

Thanks for attending 
today’s session!

Questions ?


