Orange Water and Sewer Authority

A public, non-profit agency providing water, sewer and reclaimed
\__/ water services to the Carrboro-Chapel Hill community.

OWASA AND ITS SERVICES: AN OVERVIEW

Dear Citizen:

WELCOME!

We look forward to providing our drinking water and sanitary sewer services to
you every day. Below is some basic information about OWASA, our services
and policies. Whenever you have a question, request or comment for us, please
free to call us at (919) 968-4421 (our main number) or 537-4343 (Customer
Service line), send e-mail to webmaster@owasa.org, and/or visit our website,

WwWw.0owasa.org.

Sincerely,

Jane Showerman, Customer Service Manager
919-537-4293 (direct line) or jshowerman@owasa.org

400 Jones Ferry Road, Carrboro, NC 27510; (919) 968-4421; fax: 968-4464;
webmaster@owasa.org; www.owasa.org
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WHAT IS OWASA?

OWAGSA is a public, non-profit agency providing water, sewer and reclaimed
water services to the Carrboro-Chapel Hill community.

HOW IS OWASA GOVERNED?

The nine-member OWASA Board of Directors makes policy decisions
including adoption of our budget, rates, capital program, service policies, etc.
The OWASA Board meets on the second Thursday of most months in the
Community Room at our Administration Building, 400 Jones Ferry Road,
Carrboro; and on the fourth Thursday of most months in the Chapel Hill Town
Hall, 405 Martin Luther King Jr. Boulevard (next to the headquarters fire
station). Regular Board meetings include a time for petitions by citizens.

The Chapel Hill Town Council appoints five OWASA Board Members, the
Carrboro Board of Aldermen appoints two Board Members and the Orange
County Commissioners appoint two Board Members. Members of the OWASA
Board are listed on our website at
http://www.owasa.org/AboutUs/TheBoard.aspx.

SIGNING UP FOR SERVICE

e “New account” method. You may sign up for service by paying our
normal service initiation fee of $45. We normally need at least one business
day of advance notice. To use our on-line form to start service using this
method, please go to https://www.owasa.org/CustCare/Connect.aspx in the
Customer Care section of our website.

e “Name change” method. If you wish, you may sign up for service by
paying a $10 “name change” fee and assuming responsibility for charges
for our service since the last meter reading. This option is primarily
intended for use by a roommate of a customer who closes an OWASA
account. If you want to use this method or have questions or comments,
please call Customer Service at 537-4343 for further information.

e Security Deposits. A $50 refundable security deposit is normally required
for residential rental properties. For non-residential accounts, the deposit is
twice the expected average bill.

¢ \Why do we need to have your Social Security or Federal Tax
Identification Number? Because people may have the same name, and so
that we can confirm your identity.
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Privacy of customer billing records. With limited exceptions, we do not
disclose our billing records to third parties. (We may provide billing
records to law enforcement and collection agencies, etc.)

CONTACTING US

Water and sewer emergencies including interruption of our service, water
pipe leaks, sewage overflows, vandalism, unauthorized opening of sewer
manholes, etc.: (919) 968-4421 at any time of day.

24-hour telephone access to account information/Customer Service
line: 537-4343. (It is necessary to have your 8-digit OWASA account
number for access to account information.)

OWASA services and departments

» Customer Service: 537-4343

» Jones Ferry Road (Drinking) Water Treatment Plant: 537-4205

» Laboratory at our Drinking Water Treatment Plant: 537-4205

» Maintenance of water and sanitary sewer pipes: 537-4292 or 537-4275

» Lake recreation (late March through mid-November): Cane Creek
Reservoir, 942-5790 during the lake recreation season, or
ccreek@owasa.org; University Lake: 942-8007 during the lake
recreation season, or ulake@owasa.org

» Human Resources/job openings, etc.: 537-4237

» Mason Farm Wastewater Treatment Plant including Reclaimed Water
System, Biosolids Recycling and Laboratory (Old Mason Farm Road
near Finley Golf Course and the NC Botanical Garden): 537-4350

» Engineering and Planning: 537-4214

» Administration: 537-4217

» Public Affairs: 537-4236 or webmaster@owasa.org

» Other: 968-4421

E-mail: webmaster@owasa.org. If you know the first and last name of an
OWASA employee, the employee’s e-mail address is normally the first
letter of the first name and the full last name, followed by @owasa.org. If
an employee were named Joe Smith, the e-mail address would be
jsmith@owasa.org.

Community agencies. We have a list of community agencies and services
including local governments, other utilities, etc. with phone numbers and
addresses, etc. Please let us know if you want a copy of this list.
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OUR RATES AND BILLS

Our “cost of service” rates: As a public, non-profit agency, we set our
rates to cover our costs including service operations and facility
maintenance; capital improvements to renew, replace and maintain
adequate capacity and the integrity of our systems; repayment of bonds
issued to pay for capital improvements; and to maintain adequate financial
reserves and meet financial performance objectives for strong credit ratings
and favorable interest rates when we issue bonds to fund capital
improvements.

Our monthly water and sewer bill for a typical residence using 5,000
gallons per month is $74.92. Water use in traditional single-family homes
in our community averages about 5,000 gallons per month.

Water use in condominiums, apartments and townhouses is somewhat
lower than in single-family homes.

Our bill includes (a) fixed monthly water and sewer service charges
based on meter size to cover the cost of reading our meter, preparing and
mailing our bill, keeping account records, maintaining and periodically
replacing meters, etc.; and (b) volume charges for the amount of water
and sewer use.

» Individually-metered residential customers pay increasing block water
rates, which rise with the level of water use and are intended to
encourage conservation. The charge for the first 2,000 gallons per
month is $2.36 per 1,000 gallons and our charge for 3,000 to 5,000
gallons is $5.73 per 1,000 gallons. The highest of our five block rates is
$17.76, for water use over 15,000 gallons per month.

\%

Businesses, institutions and master-metered multi-family
neighborhoods pay seasonal water conservation rates, which are higher
from May through September and lower from October through April.
Our off-peak seasonal rate for October, 2009 through April, 2010 is
$3.73 per 1,000 gallons. The “peak” seasonal rate for May-September,
2010 will be $7.09 per 1,000 gallons. The peak rate reflects the cost of
higher system capacity needed to meet demand in those months.

» Irrigation-only water customers pay a year-round water rate ($7.63 per
1,000 gallons) which reflects the additional system capacity needed to
meet water demand from irrigation-only customers.

Water rate surcharges may go into effect in water shortages.



Our sewer volume charge does not vary by time of year but is normally
adjusted annually in October. Sewer use is billed based on water use except
for the residential billing cap discussed below.

Sewer billing cap for individually-metered residences: We do not charge
for sewer use above 15,000 gallons per month at individually-metered
residences including single-family homes and some apartments,
condominiums, etc. It is very likely that water use above 15,000 gallons is
for irrigation or other outdoor uses which do not involve returning water to
our sewer system.

For billing purposes, we round down our meter readings to the nearest
1,000 gallons. We do not reset our meters after reading them, so actual
water use is billed after later meter readings.

Requesting an account adjustment after you fix a non-irrigation leak.
Subject to limits and conditions, we may provide an adjustment to your
account if you fix a non-irrigation leak. Please contact us at 537-4343 or
webmaster@owasa.org or write to or visit us at 400 Jones Ferry Road,
Carrboro, NC 27510 for more information and to request an adjustment.
Our policy on these account adjustments is on our website at
http://www.owasa.org/CustCare/Policies.aspx#J.

For information about the format of our bills, etc., please contact us at
537-4343, ask for our paper brochure on residential or non-residential bills,
or see the electronic version of the brochures in the Rates/Budget section of
our website at http://www.owasa.org/home/Ratelnfo.aspx.

BILL PAYMENTS

Cash or check. We accept personal checks from customers with good
credit.

Automatic monthly drafting. We encourage you to sign up for automatic
monthly drafting of our bill from your bank account by contacting our
Customer Service staff at 537-4343 or by using the on-line form on our
website at http://www.owasa.org/CustCare/DirectDraft.aspx.

Paying by credit card in person, by phone or on line. We accept
MasterCard and VISA by phone and in person. You can also use the “Pay
On-Line” link symbol on the right side of our website homepage,
www.owasa.org. (You will need to have your 8-digit OWASA account
number.)
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e Paying after normal business hours. You can pay with a MasterCard or
VISA credit card at any time by using the “Pay On-Line” icon on the right
side of our homepage, www.owasa.org.

e Checking your balance and payment due date by phone at any time.
Please call our Customer Service line, 919-537-4343. You will need to
have your 8-digit OWASA account number.

e If you will be unable to pay our bill on time: Please contact us in advance
so we can discuss the possibility of an installment payment agreement and
help that may be available through the County Department of Social
Services; the Inter-Faith Council (IFC, 929-6380), which administers our
Taste of Hope Customer Assistance Program for low to moderate income
families; the Joint Orange-Chatham Community Action Agency (JOCCA,
688-7306); or the Salvation Army (969-3032). (Please see additional Taste
of Hope information below.)

TASTE OF HOPE CUSTOMER ASSISTANCE PROGRAM
for low and moderate income families

Our Taste of Hope program temporarily helps low and moderate income
families when they are unable to pay an OWASA bill. This program is funded
with voluntary donations of customers who choose to have their monthly
OWASA bills rounded up to the next dollar. The added amount, up to 99 cents
per month, is used to provide temporary help to local families.

The IFC, a non-profit charitable agency which has helped local families with
food, shelter and other basic needs since 1963, administers the Taste of Hope
program for OWASA. With current funding, the IFC is able to help with a
family with an OWASA bill once per year.

To become a donor or get more information, please contact us at 537-4343 or
webmaster@owasa.org or visit http://www.owasa.org/right/TasteOfHope.aspx,
which includes a link to a sign-up form.

RATES AND FEES—ADDITIONAL INFORMATION

e Summary and detailed schedule of our rates and fees: Please see our
Rates/Budget website page, http://www.owasa.org/home/Ratelnfo.aspx;
send an e-mail to webmaster@owasa.org or contact our Customer Service
staff at 537-4343.

e Rate changes normally occur on October 1st; seasonal water rates also
change on May 1st: The OWASA Board of Directors normally makes
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decisions on the annual budget and rate changes in June of each year
following public hearings. Rate changes normally go into effect on the
following October 1%, For customers who pay seasonal water rates, which
vary by time of year, our charge per 1,000 gallons changes on May 1* as
well as October 1*. When there are changes in rates, we pro-rate our bills
for service received at old and new rates.

Service availability (system capacity) fees: When a given location is first
connected to our water or sewer system, we have a system capacity charge
called a “service availability” fee. Our residential availability fees are based
on square footage of floor area. For example, the availability fees for a
residence with 2,500 feet of floor area are $3,018 for water and $3,995 for
sewer.

Meter/service pipe installation fees: For a 5/8” diameter meter typically
installed to serve a residence, our fee for installing a meter assembly and
pipe connecting our water main to the meter is $2,785. The fee for
installing a 5/8” meter where the meter assembly and piping are already in
place is $200.

Lake recreation fees: (Please see the section below on recreation at our
Cane Creek Reservoir and University Lake from late March through mid-
November.)

Assessment of benefitting property owners for extension of water or
sewer mains in response to a petition. In response to a petition from
owners of a majority of properties in an area served by well or septic
systems, OWASA has extended water/sewer lines with assessment of the
benefitting property owners to recover costs. The amount of the assessment
per lot depends on the cost of extending the water/sewer lines. For more
information, please call our Engineering and Planning Department at 537-
4214 or send e-mail to webmaster@owasa.org.

WATER CONSERVATION

An investment for our community’s future: Conservation makes us
better prepared for future droughts, helps reduce the need for multi-million
dollar expansions of our system capacities, and reduces greenhouse gas
emissions. All drinking water and wastewater is pumped, and most of the
energy used in pumping comes from non-renewable fuels.

What are the best ways to conserve? The answer depends on a
customer’s circumstances and water uses, but national research indicates
that the primary indoor intentional uses of water at residences are toilet
flushing, showering/bathing and washing clothes. Please contact us at 537-
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4267 or webmaster@owasa.org or visit the Water Conservation page on
our website, http://www.owasa.org/Conservation/Index.aspx, for more
information.

Water conservation requirements: Several basic but mandatory water
conservation standards apply to the use of OWASA drinking water in
normal conditions, including a spray irrigation limit of one inch per week
and restrictions on spray irrigation hours. Greater restrictions go into effect
in water shortages. For more information, please contact us at 537-4267 or
webmaster@owasa.org or see the Water Conservation section of our
website, http://www.owasa.org/Conservation/Index.aspx.

Reading our meter to monitor water use and check for the leaks: You
can read our meter and use the flow indicator on our meter to monitor your
water use and check whether there is a leak somewhere in your plumbing
system. Please contact us at 537-4343 or webmaster@owasa.org, see our
paper brochure on this topic or visit on our Water Conservation webpage at
http://www.owasa.org/Conservation/Index.aspx for more information.

Reclaimed water (RCW): Reclaimed water is highly treated wastewater
that can be used for non-drinking purposes approved by the State, including
cooling tower make-up water for “chiller” plants that cool buildings and
equipment, irrigation and non-residential toilet flushing.

Using reclaimed water instead of drinking water reduces the need to use
water from our lakes, and is a form of water conservation.

In April, 2009, we completed construction of a new RCW system funded
by the University of North Carolina and with Federal and State grants. The
system initially includes pipelines from our Mason Farm Wastewater
Treatment Plant near Finley Golf Course to the south campus area.

The RCW system can serve additional customers where it is economically
and technically feasible for them to connect to the system or extend it.
Please contact us at 537-4367 or webmaster@owasa.org, or Vvisit
http://www.owasa.org/Conservation/ReclaimedWater.aspx on our website
for more information.

RCW “bulk fill” program: At our Mason Farm Wastewater Treatment
Plant in southeast Chapel Hill, we offer reclaimed water at no charge to
people who receive required training and who bring containers that will
hold at least 50 gallons. Reclaimed water may be used only for certain non-
drinking purposes allowed by the State. For more information: 537-4350.
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DRINKING WATER

Having our water tested at your home or business (free). Please contact
our Laboratory staff at 537-4205 if you want us to test drinking water in
your home or business for lead, bacteria or certain other
characteristics/substances.

Annual drinking water quality reports: Each spring, we distribute a
Water Quality Report Card to our billed customers and post it on our
website, www.owasa.org. This report has the results of our laboratory
testing program, our water sources and treatment, etc.

Our water is very soft: It has a low mineral content (about two grains per
gallon), so it is not necessary to use water softener.

Before using our drinking water in an aquarium or pond: We disinfect
our water with a combination of chlorine and ammonia (“chloramines”) in
the months other than March, when we disinfect only with chlorine in
accord with State requirements. Please contact a pet supply store regarding
additives needed to neutralize these disinfectants, which are toxic to fish
and amphibians.

Our water sources:

» Our primary water source is the Cane Creek Reservoir, which has a
capacity of about 3 billion gallons and is eight miles west of Carrboro.

» University Lake, on the west side of Carrboro, can hold 450 million
gallons.

» Our Stone Quarry Reservoir about 2 miles west of Carrboro can hold
200 million gallons. The Quarry Reservoir will be expanded when a
private company with an active quarry nearby ceases operations by
2030. We also have a State allocation of future supply from Jordan
Lake.

Drinking water treatment: The water from our lakes is treated by going
through settling tanks to remove solid particles, filtration through sand and
anthracite coal, and disinfection with chlorine and ammonia (chlorine only
in March). We add fluoride for dental health and other chemicals to control
pH and limit corrosion inside pipes.

Backflow prevention: To protect public drinking water from potential
contamination, we require customers with irrigation systems, swimming
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pools and various other water-using systems and equipment to install
device/s to make sure that water in a private system cannot be drawn back
into our public water system under conditions such as major water leaks.
For more information: please contact us at 537-4292, 537-4275 or
webmaster@owasa.org; or visit our webpage at
http://www.owasa.org/Construction/Standards.aspx.

Irrigation systems: Under State law, irrigation systems installed on and
after July 1, 2009 must receive service through a separate irrigation meter.
(We also require a backflow prevention device for irrigation systems as
noted above.) For more information, please contact us at 537-4267 or
webmaster@owasa.org.

Pressure tests (free): If the water pressure in your home or business, etc.
falls, rises or fluctuates, we will be glad to do a free check of the pressure
levels in your plumbing system and at our water main. The pressure in our
public water system does not change significantly in normal conditions,
when our elevated water tanks are full. Pressure changes in a plumbing
system may result from expansion of water due to operation of a water
heater or from failure of a device called a pressure reducing valve (PRV;
please see additional information below about PRVSs).

PLUMBING SYSTEMS AND MAINTENANCE

Maintenance of the private water service line from our meter to your
home or business, etc. We own and maintain the public water system
including our mains, meters and the pipes between our mains and meters.
Customers are responsible for the plumbing system fixtures and pipes
including the private service pipe from our meter to the home or business.

Maintenance of the private sewer service line or “lateral” from your
home or business to our public sewer: Customers own and are
responsible for clearing, cleaning and otherwise maintaining the sewer
service pipe that carries sewage from a home, business, etc. to our public
sewer. If the part of a private sewer lateral in a public street right-of-way
settles or is structurally damaged, we may repair that part of the lateral at
our cost. For more information: 537-4292 or 537-4275 or
webmaster@owasa.org.

Pressure reducing valve (PRV): The pressure in our public water mains
depends on the elevation of a given location. Our water pressure is more
than 150 pounds per square inch in some low-lying areas. A PRV is a
device installed by a property owner/customer to adjust the water pressure
in a plumbing system. PRVs are normally set to keep water pressure
between 35 and 60 pounds per square inch. For more information: 537-
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4267, webmaster@owasa.org or
http://www.owasa.org/CustCare/Maintenance.aspx on our website.

Water expands when heated. The operation of your water heater will
increase the pressure in your plumbing pipes. Leaks may occur at faucets,
etc. and the emergency pressure relief valve on the heater may open
frequently unless you have a device to reduce the pressure. To prevent
damage to the relief valve on your heater and to reduce leaks, we encourage
you to have a plumber or other qualified person install either an “expansion
tank” near the heater or a fill valve in toilet tank that includes a pressure
relief valve. For more information: 537-4267, webmaster@owasa.org or
http://www.owasa.org/CustCare/Maintenance.aspx on our website.

Emergency shut-off valve: To prevent water loss and property damage
due to leaks, we encourage you to have and to know the location of a shut-
off valve in your plumbing system so that you can easily and quickly turn
off the water if there is a leak and during repairs or other work.

If it is necessary to have OWASA turn off water service at our meter, we
charge a fee of $45 during normal business hours (8 AM to 5 PM on
weekdays other than holidays) or $80 at other times.

For more information: 537-4267, webmaster@owasa.org or
http://www.owasa.org/CustCare/Maintenance.aspx on our website.

Left: An emergency
shut-off valve in
your plumbing
system can save
water and help
prevent property
damage if you
have a major leak.

Please make sure the clean-out pipe for your private sewer service line
or “lateral” has a cap: The private sewer service line or lateral connecting
your home or business, etc. to our public sewer should have a clean-out
pipe with a removable cap. For more information: 537-4267 or
webmaster@owasa.org.
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SANITARY SEWER SERVICE

What are “sanitary sewers”? Our sanitary sewer or “wastewater’” system
collects, treats and recycles water that has been used to flush toilets, for
bathing and showering, in preparing food, cleaning, washing dishes and
clothes and for other normal uses of water in residences, businesses,
institutions, etc.

Our sanitary sewer system is separate from the storm sewer or
“stormwater” system of ditches, pipes, streams, creeks, etc. that receive
rainwater which has fallen on streets and other paved areas, buildings,
yards, landscaped and wooded areas, etc.

Fat, oil and grease disposal: Residents should dispose of routine amounts
of fat, oil and grease with household refuse. Businesses such as restaurants
that produce waste fat, oil and grease (FOG) should have a grease trap that
is regularly cleaned out by a company that recycles FOG. For more
information: 537-4292 or 537-4275 or webmaster@owasa.org; or see our
webpage at http://www.owasa.org/Construction/Standards.aspx.

Down the drain? Out with the trash? Our sanitary sewer system is
designed to collect and treat water used in flushing toilets, showering and
bathing, routine cleaning, food preparation, washing clothes and dishes and
other normal water uses in homes, businesses, etc. For detailed information
on what kinds of waste should be disposed in our sewer system, what is
suitable for landfill disposal, recycling, etc., please contact us at 537-4267
or webmaster@owasa.org. Please ask us for our brochure on this topic or
visit http://www.owasa.org/home/FAQS.aspx.

Proper disposal of unused medication: Prescription medication should
not be flushed down the toilet unless information with the medication
specifically says that it is safe to do so. Federal guidelines discuss how
medication can be prepared for disposal with refuse for landfill disposal if a
medication recycling program is not available. Please ask for our paper
brochure or visit http://www.owasa.org/right/\WaterQuality.aspx, or contact
us at 537-4267 or webmaster@owasa.org for more details.

Our wastewater treatment plant and protecting Jordan Lake water
quality: At our Mason Farm Wastewater Treatment Plant near Finley Golf
Course and the NC Botanical Garden in southeast Chapel Hill, we use
settling tanks, biological processes, filters, disinfection with ultraviolet
light, etc. to clean up sewage so that it can be recycled back to the natural
environment at Morgan Creek or further treated with chlorine and used for
certain non-drinking purposes. Please see the information in the
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Conservation section above about the use of highly treated wastewater, or
“reclaimed water” (RCW).

What are sewer easements and why do we clear them? A sewer
easement is an area where we have the right to do mowing and other
clearing, inspections, maintenance, repairs and improvements to our sewer
system. To minimize sewage overflows, we inspect, mow and clear our
sewer easements about once a year. We need to keep our easements clear of
plantings and structures to ensure safe, quick access for emergency work
such as responding to a sewage overflow as well as for normal
maintenance, etc.

We also mow and clear our easements because roots from trees and shrubs
can grow into and block our sewer pipes, resulting in an overflow from a
manhole, etc. For more information: 537-4224 or tgreen@owasa.org or
visit http://www.owasa.org/home/FAQS.aspx on our website.

LAKE RECREATION

Left: Our Cane Creek
Reservoir, which is open
on Saturdays from 6:30

AM to 6 PM from late
March to mid-

November. University
Lake is open on Fridays,
Saturdays and Sundays

from 6:30 AM to 6 PM
during our lake
recreation season.

University Lake and Cane Creek Reservoir: We offer boating, fishing,
picnicking and sunbathing at our lakes, and there is a nature trail at our
Cane Creek Reservoir. University Lake is on the west side of Carrboro near
the south end of Old Fayetteville Road and the Cane Creek Reservoir is
about 8 miles west of Carrboro on the north side of NC 54 just west of
Stanford Road.

Recreation season, days and hours. Our lakes are open from late March
through mid-November as follows: University Lake: Fridays through
Sundays, 6:30 AM to 6 PM. Cane Creek Reservoir: Saturdays, 6:30 AM to
6 PM.

Fees: We charge fees for lake use, boat rental, private boat launching and
electric motor rental to help cover the cost of recreation at our lakes. For
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example, the boat rental and lake use fee for an Orange County resident
from 12 to 64 years old is $12. The lake use fee (separate from boat rental)
is $2 for people who are under 12 or 65 and older. Fees are higher for non-
Orange County residents who are not OWASA customers.

o Safety first: Our lakes are alcohol free. We have a supply of life jackets for

use at no charge, but unusual sizes may not be available.

e For more information: Cane Creek Reservoir, 942-5790 during recreation

season or ccreek@owasa.org; University Lake: 942-8007 during the
recreation season or ulake@owasa.org; or visit our lake recreation website
page, http://www.owasa.org/home/Facilities.aspx.

OUR WEBSITE (www.owasa.orq)

Our website includes:

» Our Mission and Values Statement

» Annual reports on our drinking water quality

»  “Water Watch” data including current lake levels and how full the lakes
are, recent water demand and rainfall.

» On-line forms for starting and ending service, having our monthly bill
automatically paid each month from a checking account, signing up as a
donor in our Taste of Hope Customer Assistance Program

» News releases

» Agendas for OWASA Board meetings

» The schedule of meetings of the OWASA Board and the Board’s
committees

» Water conservation methods and requirements, investment returns from
replacing old, inefficient fixtures such as toilets and showerheads

» Our rates, budget and capital program

» Various services, plans and policies

» Annual reports on the performance of our wastewater collection, treatment
and recycling system

» Biosolids treatment and recycling (“Biosolids” are the solids separated

from wastewater in our treatment process.)
OUR “BLUE THUMB” NEWSLETTER

About six times a year, we mail our Blue Thumb newsletter to our billed
customers. The newsletter may cover topics such as water supply and demand,
conservation, our budget and rates, proposed or adopted changes in service
policies, planning for the future, etc.
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RECEIVING NEWS RELEASES AND OTHER NOTICES BY E-MAIL

We encourage you to sign up to receive our news releases, some other notices,
etc. by e-mail.

Please contact Public Affairs at 537-4267 or webmaster@owasa.org and let us
know what topics you are interested in.

OUR COMMITMENTS TO EXCELLENCE IN CUSTOMER SERVICE

We are dedicated to organization-wide excellence in serving you. On October
22, 2009, the OWASA Board of Directors adopted these commitments:

1.

2.

10.

To serve you positively, helpfully, fairly and efficiently.
To communicate with you courteously, respectfully, honestly and directly.
To give you our full attention in listening, understanding, and responding.

To give you accurate and timely information and to make sure that we
“close the loop” with you when you make a request or ask a question and
we cannot immediately reply.

To clearly explain your options when choices are available to you.

To put you in touch with the OWASA employee who can best meet your
needs, to make sure that you are able to reach the OWASA employee we
refer you to, and to make sure that you receive a complete response to your
question or request.

To invite and value your feedback on how we can improve our services.

To explain how and to whom you can appeal if you disagree with a
decision by OWASA staff.

To seek continuous improvement and efficiency in our services, facilities,
and operations.

To remember always that the reason for OWASA’s existence is to serve the
community. We are here to serve you!
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