THE BOARD OF DIRECTORS
OF THE ELDORADO AREA WATER AND SANITATION DISTRICT

RESOLUTION N°. 16-07-01
A RESOLUTION ESTABLISHING A COMMUNICATIONS & CUSTOMER SERVICE ADVISORY COMMITTEE

WHEREAS, the Board of Directors of the Eldorado Area Water and Sanitation District
("the Board") seeks to create and maintain a means to obtain factual information concerning
customer service, transparency in District operations and communications between EAWSD and
its customers;

WHEREAS, it is common for utilities, such as EAWSD, to proactively identify and address
concerns of ratepayers in an effort to improve customer service;

WHEREAS, a communications & customer service advisory committee can advise the
Board by making recommendations for effective print and internet communication to the
general public and by an annual review of the CONSERVATION & WATER ALERT MANAGEMENT PLANS;

WHEREAS, it is in the best interest of the ratepayers and customers of EAWSD to have
transparency in District operations, timely and effective notice of service interruptions and to
participate in customer surveys that seek to improve overall delivery of service;

NOW, THEREFORE BE IT RESOLVED by the Board of Directors of the Eldorado Area
Water and Sanitation District, as follows:

1. PURPOSE OF THE COMMITTEE
The COMMUNICATIONS & CUSTOMER SERVICE ADVISORY COMMITTEE is hereby created for the express
purpose of providing factual information to the Board concerning customer service,
transparency in District operations and communications between EAWSD and its
customers. The Committee shall be a standing committee, and its existence shall be
permanent unless terminated by resolution of the Board of Directors.

2. OBIJECTIVES AND RESPONSIBILITIES

A. Proactively identify and address the concerns of ratepayers in an effort to improve
customer service with the EAWSD.

B. Make recommendations for effective print and internet communication to the general
public, including, but not limited to, the use of social media and telephone
communication.

C. Make recommendations for individual customer communication (e.g. letters, forms, and
notice of service interruptions).

D. Provide recommendations for one customer satisfaction survey every three (3) years.

E. Annually review the CONSERVATION AND WATER ALERT MANAGEMENT PLANS and make any
recommendations for changes or amendments to the Board.



3. COMMITTEE MEMBERSHIP

A. The Committee shall be comprised of at least seven (7) members as appointed by the
EAWSD Board of Directors and ad hoc members on an “as-needed” basis.

B. Committee Membership is comprised of the following:

Board Member, Chairperson

General Manager

Administrative Assistant to GM and Board
Operations Manager

Customer Service & Billing Department Coordinator
Community Volunteer

Community Volunteer

Community Volunteer
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C. Committee members shall be ratepayers and live in the service area of the District.
D. The EAWSD Board of Directors may terminate committee membership at any time, with
or without cause.

4. MEETING DETAILS

A. The Committee shall meet as often as necessary to carry out its work, but no less than
quarterly. The meetings shall be held at the offices of EAWSD or at such other locations
as may be appropriate. Meetings are subject to rescheduling or cancellation, as
determined by the Committee Chairperson. The meetings shall be open meetings
subject to the Open Meetings Act Resolution of the Board.

B. The Committee shall not undertake formal action by vote or otherwise. It shall attempt
to reach consensus on its tasks and report recommendations to the Board.

C. The Committee Chair shall present to the Board, in the first quarter of each calendar
year, a work plan that lists tasks or topics to be addressed by the committee during the
calendar year. The Board may amend the work plan at any time. The Committee Chair
shall report to the Board updates or recommendations during the year as may be
necessary. The Committee Chair shall report to the Board the results of the committees,
work during the last quarter of each calendar year.

5. AGENDA, MINUTES, AND REPORTS

The Committee Chairperson, in collaboration with the staff designee, shall be responsible
for establishing the agendas for meetings. An agenda, together with relevant materials,
shall be sent, via email, at least 3 days in advance of the meeting and posted on the EAWSD
website and at all designated outdoor locations at least 72-hours in advance of the meeting.
Minutes for all meetings shall be drafted by the Chairperson or staff designee and then
circulated to all committee members for review and approval, within one week of the
committee meeting. If a member does not respond to or acknowledge with comment prior
to the next meeting, the minutes or report shall be considered “approved” and posted to
the EAWSD website, once they have been approved by the committee.

6. ComMITTEE CONDUCT GUIDELINES
A. The Committee Chairperson shall, to the extent possible, conduct all meetings in a
timely and organized manner allowing adequate time for meaningful discussion of each
agenda topic, and ending each meeting with a review of old and new business.



B. Committee members will be allowed to express their opinions without judgment or
dismissal of ideas, as long as they stay within the parameters of the discussion.

C. All members of the committee must take responsibility for the success of the meeting
by participating and honoring commitments to action items either on a volunteer basis
or as assigned by the Committee Chairperson.

D. If a committee member is unable to attend a scheduled committee meeting, they must
notify the Committee Chairperson and Administrative Assistant at least two (2) days in
advance, unless it is an unforeseen emergency situation.

E. Any mutual consensus among committee members regarding action to be taken on an
agenda topic shall at no time be interpreted or representative of “Board approved”.

F. All members of the committee should respect the confidentially of any discussions
related to individual customers and operate in the best interest of EAWSD as a whole.

G. Non-committee members are welcome to attend a committee meeting, but only as an
observer. They will not be allowed to actively participate in the committee’s discussions.
A public comment period shall be provided during each meeting, for non-committee
members who wish to make a comment relative to the committee’s agenda or scope of

responsibility.

7. AMENDMENTS TO COMMITTEE CHARTER
The COMMUNICATIONS AND CUSTOMER SERVICE ADVISORY COMMITTEE CHARTER (“CHARTER”) shall serve
as the sole governing document for this Committee as long as it is in existence. Upon yearly
review by the Committee, any changes to the objectives, responsibilities or membership of
the committee and its CHARTER must first be presented to and approved by the EAWSD

Board of Directors.
PASSED, APPROVED AND ADOPTED this Z day of 7UL% , 2015.

THE BOARD OF DIRECTORS OF
THE ELDORADO AREA WATER AND SANITATION DISTRICT

By: /)
Jamds Jghkins, Pregident, EAWSD Board of Directors

Attest: "
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Secretary




