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1. Purpose of This Communication Plan

This Communication Plan provides a structured framework to support implementation of the
Water Use Efficiency Strategic Plan (WUESP) by ensuring consistent, transparent, and proactive
communication with all key audiences. Itis designed to:

¢ Harness and curate public support and awareness on SCV Water (Agency) water use
efficiency goals including, but not limited to, the value of the water to the community
including water security, community vibrancy, sustainability, and resiliency

e Build understanding of state-mandated water use efficiency requirements
¢ Clearly explain why change is necessary and why timing matters

e Support Agency Board decision-making milestones

e Encourage customer participation in water-saving programs

e Maintain public trust, equity, and affordability awareness

o Enhancing Agency status as authoritative and reliable source during sensitive policy
discussions such as rates or enforcement

This planis intended to be a living document, updated as regulations, programs, and Agency
direction evolve.

Page 1 0f 10 2026 WUESP - Water Use Efficiency Program: Communication Plan



2. Communication Objectives

Objective

Value of Water

Regulatory
Awareness

Transparency

Engagement

Customer Clarity

Technology
Adoption

Trust
Behavior Change

Board Support

Collaboration

Desired Outcome

Customers and stakeholders understand values of water and water use
efficiency

Customers and stakeholders understand Urban Water Use Objectives
(UWUO) requirements and timelines

Clear explanation of Agency actions, options, and tradeoffs
Customers actively participate in conservation programs

Customers understand what specific actions to take to reduce water use and
how to access programs

Customers utilize tools (AMI, leak detection, smart controllers) to manage
water use effectively

Ratepayers view Agency actions as fair, data-driven, and necessary
Measurable reductions in inefficient water use
Board members are consistently informed and aligned

Community partners view Agency actions and partnerships as essential and
beneficial to public service

3. Guiding Communication Principles

ALLWUESP communications should adhere to the following:

o Clarity over complexity — Explain rules and data clearly without oversimplifying

Consistency — Messages align across departments and platforms

¢ Equity-focused - Acknowledge affordability and vulnerable populations

¢ Audience-specific — Tailor messaging for distinct groups

o Data-backed -Tie messages to measurable trends and state mandates

¢ Information-first — Educate before regulating or enforcing

e Action-oriented - Provide clear, specific steps customers can take
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o Two-way engagement - Incorporate feedback loops

4. Key Audiences

Audience

SCV Water Board of Directors
Residential Customers

HOAs & Large Landscapes

Commercial, Industrial &
Institutional (Cll) Customers

Local Jurisdictions & Agencies

Landscape Contractors & Supply
Chain

Media & General Public

Internal Staff

Role / Interest
Policy direction, adoption, oversight
Direct participants in conservation and rate impacts

Major outdoor water users, high-impact opportunities

Performance measure compliance

Coordination on mandates, land use, and program
participation

Key influencers of technology adoption, installation
practices, and customer decision-making

Information dissemination

Program delivery, customer-facing consistency

5. Core Messages (Message Platform)

A. Foundational Message (All Audiences)

“California law now requires water suppliers to permanently operate within a community water
budget. SCV Water’s WUESP ensures we meet those requirements while protecting reliability,
affordability, and local decision-making.”
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B. Supporting Message Themes

Theme Key Message

Water use efficiency is essential to SCV community vibrancy, water security,
Why Change Is

Needed resilience, and sustainability and (secondary/supportive) conservation is a
eede

permanent state requirement
Timing Matters  Delaying action limits options and increases cost

The UWUO allows multiple paths; SCV Water is choosing the most cost-

Flexibilit
y effective, efficient, and community-beneficial approach

Customers need simple, clear steps and tools to improve water use efficiency
effectively

Practical Action

Equity Efficient users are protected; waste drives cost
Transparency No rate or enforcement decisions are made without Board action

Local Control Board authority is preserved at every milestone

6. Communication Phases & Alignment with WUESP
Phase 1 - Awareness & Context (2025-2026, Recurring During UWUO Adjustments)

Purpose: Build baseline understanding

Focus Topics

SCV Water adoption of WUESP

SCV Water is a leader in water stewardship and water use efficiency

Value of water messaging tied to local relevance and customer priorities —tailored and
customer class specific

Common misconceptions about water use efficiency identified through outreach
Making Conservation a California Way of Life
What are the Urban Water Use Objectives?

What is Non-functional turf and how to identify and address
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Short and long-term compliance timelines
Past conservation success
Drought preparedness

Water security, resilience, and sustainability

Key Strategies
e Pressreleases
e Factsheets
o Website explainer pages
e Board presentations

e Community workshops (hybrid and virtual)

Phase 2 - Program Engagement (2026+)

Purpose: Drive participation and preparedness

Focus Topics

Incentives and rebates

Education and outreach tools

Water budgets (billing information and educational support) and usage visibility
Water loss reduction

Clear, step-by-step actions customers can take to improve water efficiency
Outdoor irrigation efficiency as the primary opportunity for water savings
Technology solutions (AMI, leak detection, smart controllers)

Tailored resources for specific customer groups

Role of contractors and service providers in influencing adoption
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Key Strategies
e Targeted AMI messaging
e HOAtoolkits
e Program-specific campaigns
e Field outreach
e Advisory group engagement (HOA and supply chain)
e Conservation Conversations pop-up outreach

¢ Contractor trainings and partnerships

Phase 3 - Policy & Rate Readiness (2027-2029)

Purpose: Support analytical work and public understanding

Focus Topics

Rate study purpose and process

Cost-of-service principles

Equity protections

What adoption does—and does not—mean

Addressing customer concerns identified during engagement (cost, fairness, enforcement)

Reinforcing that efficient users are not penalized

Key Strategies
o Rate study explainer materials
¢ FAQ documents
e Public meetings

e Stakeholder briefings
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Phase 4 - Implementation & Ongoing Compliance (2026+)

Purpose: Sustain trust and performance
Focus Topics

Sustainable water use

Drought preparedness

Progress toward UWUO

Program results

Adjustments and improvements

Five-year reviews

Key Strategies
e Annual performance dashboards
e Boardreporting
e Customer performance feedback
e Success stories
¢ Ongoing community engagement through pop-ups and stakeholder groups
e Continuous feedback loops to refine programs

7. Communication Channels & Tools

Channel Audience Use
Board Meetings Board Milestones, decisions
Website Public Central information hub

Customer Portal / .
AMI Customers Personalized data & nudge

Public / HOAs / Supply .
Workshops Chain Education & feedback
i
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Direct Mail/ Email Targeted customers Program enrollment

Media General public Awareness

Social Media Broad Reinforcement & reminders
Special Events General public Education & feedback

8. Roles & Responsibilities

Role

Responsibility

Sustainability & WUE Content development, technical accuracy

Executive Team Strategic framing

Customer Care Messaging alighment and customer response
Communications Media and public messaging

Board Liaison Board communication coordination

9. Performance Measurement

Engagement effectiveness should be measured using both output and outcome metrics.

Examples:

Annual water use

Conservation performance

Program participation rates

Reduction in over-budget water use

Adoption of water-saving technologies (e.g., smart controllers, leak detection)
Website engagement analytics

Survey results

Customer engagement through targeted outreach efforts
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e Customerinquiries resolved
e Boardfeedback

10. Risk Management & Rapid Response

Potential Risk Response Strategy

Misinformation Proactive FAQs and fact sheets

Rate anxiety Clear “what’s decided vs. what’s not” messaging
Equity concerns Highlight protections and assistance

Enforcement fears  Education-first messaging

Regulatory confusion Timeline visuals

11. Review & Adaptive Updates
¢ Annual communication effectiveness review
e Alignment with UWUO milestones
e Updates following regulatory changes

e Integration with five-year WUESP review

12. WUESP Appendix Link

e SCV Water WUESP Engagement Overview (2026)

13. Support Library (Attachments)

1. SCV Water/University of Southern California (USC) Collaboration (2023)
a. USC Dornsife Public Exchange. Reducing Water Use in the Santa Clarita Valley:
Research and Messaging Brief
b. Santa Clarita Valley Water Agency; USC Dornsife Public Exchange: Reducing Water
Use in the Santa Clarita Valley: Survey Findings. Presentation

2. SCV Water Lawn Replacement Program 2.0 (2021)

3. SCV Water Behavioralist Study (2019)
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