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PURPOSE OF THE BUSINESS PLAN
A Business Plan (Plan) is strategic when it helps move an organization forward from
its current situation to its desired future. It is the Utilities Department's planning
document representing the direction for the future and the staff’s work plan for
implementing it.
It is developed through a step‐by‐step process that includes recognizing the
department’s operating environment, strengths and weaknesses of the organization,
as well as opportunities and challenges. The Plan identifies the agency's mission,
vision, and values while providing a framework of goals and objectives that becomes
a guide for all decision‐making.
The Plan is also a practical working tool that provides clear direction to the staff about
the department's goals and objectives, and includes a work plan developed by the
staff to meet those goals and objectives. As such, it is referred to regularly as a guide
to department actions during the period covered.
To keep it fresh, it must be updated annually and rolled forward so that there is
always a long-term guide to the future.
Business Plan Framework
The Plan is built from a series of logical components described below.
Mission: The mission statement explains why the organization exists. It articulates
the organization’s essential work in a brief sentence or two.
Vision: The vision articulates what the organization will become at a given time in the
future. It is the strategic target which, when achieved, is the fulfillment of the
organization's mission.
Values: The core values provide guidance when an organization is faced with
challenging decisions that require trade-offs, options, and alternatives. Values are set
by the leaders, govern attitudes and behaviors, and generally remain constant over
time.
Goals: The goals describe broad, primary areas of management, operations, and
planning that need to be addressed in accomplishing the mission. Goals are not
connected to timelines.
Objectives: The objectives are more specific directions that expand beyond the
goals. They are set by the leaders. There may be multiple objectives for each goal.
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Objectives should be SMART: Specific, Measurable, Attainable, Related to Goals,
Time Certain.
The Plan contains measurable, precise timetables and actions to accomplish the
mission, goals, and objectives. They are assigned to individuals or groups. There
may be multiple tasks for each objective that can be crossed off as finished.
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GENERAL DEPARTMENT DESCRIPTION
The Utilities Department operates and maintains all City water, wastewater, and
storm water systems infrastructure: oversees capital improvement projects, water
resource planning, groundwater, surface water, and recycled water initiatives; utility
rates and regional water partnerships.
The Utilities Department is a customer service organization responsible for the
treatment and distribution of safe drinking water and the proper treatment and
disposal of wastewater and storm water. We provide maintenance of water
distribution and sewer collection lines, storm water facilities, and pump stations
throughout the service area of the City of Modesto. We also operate and maintain
potable water wells and primary and tertiary wastewater treatment plants.
The total number of customer accounts is as follows:
Wastewater – 62,414
Water – 74,392
Storm Drain – 59,203
State and federal regulations impact our operations to a great extent in that the laws
continuously change. Water is a precious resource in California and withdrawals from
the groundwater aquifer have become limited. Additionally, discharge of wastewater
to the San Joaquin River requires the most technology-advanced treatment
processes to meet discharge requirements. The City is exploring recycled water sales
and treatment alternatives to minimize cost to the system users, protect the
environment, and provide a regional economic benefit.
Utility operations require compliance with licensing and permitting requirements from
local, state, and federal regulators. We are also required to follow OSHA regulations
for entry to confined spaces, working in traffic, trenching and shoring, etc. We are
also required to comply with mandates from various governmental agencies
regarding treatment, withdrawal, and discharge limits. We contract with specialized
legal counsel to advise and assist us when environmental expertise is necessary.
Support services functions, including Human Resources, Budgeting, Utility Billing,
Legal Assistance, Building Maintenance, and Fleet Maintenance are provided by
other departments within the City of Modesto.
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Personnel
Fully staffed, we have 271 employees working in Utilities divisions as follows:
Water Services
Wastewater Services
Engineering Services
Director/Support

97 authorized positions
132 authorized positions
37 authorized positions
5 authorized positions

For administrative, professional, and technical positions, we hire experienced and
skilled personnel with appropriate academic degrees, training, and professional
credentials.
For many staff positions, we hire both unskilled and semi-skilled labor to be trained
in-house and through educational courses and licensing in their respective fields.
New hires are generally paired with a licensed individual to facilitate the training
process. Due to operational requirements at our plants, new hires in a trainee status
are required to work under a licensed operator for a specified period of time. Our goal
is to have all field and plant personnel licensed or certified in either field or plant
operations.
Employees enter the department at the status of trainee unless they have already
been licensed by the state, in which case they would have an advanced job title. The
Utilities Department prefers to promote from within as a means of advancement for
personnel through our in-house training programs.
The Department also utilizes outside contractors for jobs outside the capacity of our
crews or if special equipment or training is required. An organizational chart showing
the current staffing is included in Appendix A.
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MISSION STATEMENT
We are a service-driven organization committed to building partnerships that promote
a vibrant business community and engage neighborhoods with a culture of excellence
where citizens get the best and employees give their best.
The Utilities Department’s Mission Statement is aligned with the City’s Mission
Statement in that it focuses on the basic functions of Utilities, which we believe is the
best way to support the City’s mission. Our mission, as defined in the 2014 creation of
the Utilities Department, is as follows:

“The Utilities Department will efficiently and
effectively operate, protect, and manage all water
infrastructure and water resources for the current
and future needs of the community and the
environment.”
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VISION STATEMENT
The Utilities Department’s Vision Statement is as follows:

“The Utilities Department will provide consistently
reliable service to its customers in its
management of Modesto’s critical water
resources, and will remain in full compliance with
all applicable regulations while anticipating and
preparing for future challenges.”
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CORE VALUES
Utilities Department staff will adhere to the following set of core values in all aspects
of our work:
●

•
•
•
•
•
•
•
•

Fiscal Responsibility
Environmental Stewardship
Quality Customer Service
Transparency
Vigorous Dialogue and Critical Analysis
Pragmatism
Professional Excellence
Collaboration
Safety
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STRATEGIC GOALS
To fulfill our mission, we developed five strategic goals in the Business Plan. For each
of these strategic goals, there are primary strategies listed to accomplish the goal. In
addition, there are key success measures to describe our progress in accomplishing
these goals. Following is a brief summary of each of the strategic goals:
1. Regulatory Compliance and Customer Satisfaction
This goal describes our need to operate the utility assets in compliance with all
regulations and to satisfy the customers. Consequently, the key strategies are:
•
•
•
•
•

Comply with all regulatory permits
Customer satisfaction for the applicable utility services
Successful water operations
Successful wastewater treatment, pumping, collections, and disposal
operations
Successful storm water operations

2. Reliability and Asset Management
This goal describes our need to manage utility assets to preserve the long- term,
reliable operation of the assets to meet all regulatory and customer satisfaction
goals. The key strategies are:
•
•
•
•
•
•
•

Major maintenance/CIP development and implementation for each utility
Full use of the Computerized Maintenance Management System (CMMS) to
plan, record, and optimize maintenance
Successful water system maintenance
Successful wastewater treatment, pumping, collection, and disposal system
maintenance
Successful storm water system maintenance and rehabilitation projects
Plan for system growth
Sustain knowledge of utilities

3. Fiscally Responsible Business Practices
This goal describes our need to manage our assets cost-effectively in the long
term and to ensure that each utility is properly funded. The key strategies are:
•
•
•
•

Ensure that the utilities are sufficiently funded
Manage assets so that rate increases are planned, predictable and
competitive with other similar utilities
Operate assets in a cost-effective manner
Ensure that administrative and engineering functions properly support
operations
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4. Safety and Workforce Development
This goal describes our commitment to all employees that they will work in a
safe environment and that they will be trained to properly complete the work.
The key strategies are:
•
•
•

Successful Safety Performance
Succession Planning
Workforce Training and Development

5. Sustain Effective Partnerships
This goal describes the need for the Utilities Department to develop and sustain
effective partnerships that influence our ability to fulfill our mission. This
includes partnerships with the following:
•
•
•
•
•

Regulatory Agencies
Industrial, Commercial, and Residential Customers
Community Stakeholders
Community Educators and the Media
Regional Water Partners
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UTILITIES DEPARTMENT STATUS 2022
The Utilities Department of the City of Modesto was created July 1, 2014, as a
service provider responsible for the safe delivery of potable water and the collection,
treatment, and environmentally-friendly disposal and reuse of wastewater and storm
water.
During Fiscal Year 2021-22, the City delivered an average of 46.90 million gallons
per day (MGD) for drinking water, from both treated surface water and groundwater,
to our customers. Conversely, the City also treated an average of 18.2 MGD of
wastewater through the City’s treatment plants.
The North Valley Regional Recycled Water Program began delivering recycled water
in December 2017. The City has supplied an average of over 11,963 AF per year of
recycled wastewater to the Del Puerto Water District for agricultural irrigation. The
City of Turlock’s portion of the NVRRWP was completed in March of 2020. So far,
both agencies have been supplying roughly 2,194 AF per month combined.
The department continues to implement new technology to improve productivity and
efficiencies. Beginning with Wastewater Collections, the department has expanded
Central Square / Lucity CMMS to both the Water Division and Wastewater
Environmental Compliance section. Also, Environmental Compliance has begun to
incorporate its Stormwater modelling software, InfoSWMM which will be a crucial
component for updating the City’s Stormwater Management Plan. Additionally, the
currently outdated industrial pretreatment software database is being updated to the
Linko software system to improve and efficiently manage staff resources and
customers’ needs. Wastewater Operations is near completion of the Hach WIMS data
management system that will allow for seamless integration of SCADA and
Laboratory data in order to generate technical process control reports and track plant
performance. Wastewater Maintenance is improving the roads and bridges at the
Jennings Treatment Facility to allow for easier access during large Capital
Improvement Projects (CIPs).
Staff initiated the rate studies for both water and wastewater systems in late 2020,
with new sewer rate structures approved by Council in April 2022, and effective July
1, 2022. New water rate schedules anticipated in early 2023.
We continue to improve the storm water system where critical storm water
infrastructure requires replacement and rehabilitation, and leveraging Storm Drain
funds with State grants. Capital improvements for capturing storm flows are being
developed and constructed as funding becomes available. The Area 2 Storm Drain
Cross Connection Removal Phase 3 at JM Pike Park is currently in preliminary
design and construction are expected to begin in Spring 2023.The majority of the
project is funded from a $10 million Proposition 1 Storm Water Grant Program
(SWGP) awarded through the State Water Regional Control Board (SWRCB).
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Staff continues to comply with water conservation regulations enacted by the State of
California. Water rates have been adjusted assuming a permanent reduction in water
use of 25 percent of 2013 water use, as enhanced water conservation is now a
“California way of life.” The region experienced below average precipitation in 20212022, leading the Governor to encourage residents to voluntarily reduce water use.
Staff continues to monitor potential regulatory impacts that will affect the City’s
current and future water supplies, including decisions made by the Federal Energy
Relicensing Commission, the State Board’s Bay-Delta Plan - Substitute
Environmental Document, the potential impacts of Assembly Bill 1668 and Senate Bill
606, and other legislation.
The water year that ended September 30, 2021 was the driest on record, due to
extreme heat and lack of rain and snow. While many municipal agencies have
implemented significant watering cutbacks, the City of Modesto’s investment in water
supplies (conjunctive use), water quality and infrastructure improvements, in addition
to maintaining Stage II watering restrictions since 2015 and ongoing water
conservation efforts, allowed the City to avoid major watering cutbacks in 2021.
However, staff recognizes that if the region continuous to experience below-average
precipitation, additional restrictions may be implemented.
Utilities staff continue to monitor regulatory challenges, including drinking water
quality (1,2,3 -TCP and PFAS) and the upcoming Waste Discharge Requirements for
Land Application at the Jennings Ranch.
The Department continues to adjust to the COVID-19 pandemic, starting from March
2020 to current. Staff has shown incredible resiliency, providing essential water and
sewer services to all customers throughout the pandemic. The Department
management team developed, and continues to update a Utilities Department
COVID-19 Emergency Plan (Emergency Plan) that provides guidance and general
directions of how the Utilities Department will operate during the COVID-19
pandemic. The plan includes guidance about a broad range of strategies from
precautionary measures to staffing levels in order to limit the spread of the virus,
while maintaining essential services.
This playbook is not a one-size-fits-all approach; however, it is based upon the
guidance provided by the Centers for Disease Control and Prevention (CDC),
Department of Industrial Relations (Cal-OSHA), and State and Local Public Health
orders. This is a living document and will be updated as guidance evolves.
One Water Modesto is a staff-led initiative to improve public understanding of water,
wastewater and storm water resources. This effort spans across all divisions to
collaboratively develop a program to educate our customers, promote what we do,
and foster public confidence in the Utilities Department.
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Utilities Key Issues Assessment
An assessment of our key issues is presented in the tables below. Many of the issues
were identified in the April 2014 audit report, Water and Wastewater Efficiency Study,
by MOSS-ADAMS, LLP, City Auditor.
Strengths

Description

Teamwork

Administrative, Customer Service,
Operators, and Field staff all work
together to provide optimum
customer service

Customer service

Responding to customer complaints
and inquiries in a timely and
courteous manner

Regulatory compliance

Generally, in compliance with all
applicable regulatory requirements

Qualified and
knowledgeable personnel

Long-term employees have vast
knowledge of processes, line
locations, etc.

Weaknesses
Inconsistent application of
personnel rules and overly
restrictive policies

Description
Significant resources directed
towards minor issues resulting in
unwarranted friction among staff
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Status Updated
Minor reorganization of the
Wastewater and Engineering
Administration for
efficiencies and shared
resources. We will start
Effective Utilities
Management this fiscal year.
The Water Division
responded to 5,038 service
requests in 2021, with an
average response time of
just 30 minutes. Wastewater
Collections responded to
over 2,000 Call Us First
requests.
Currently awaiting State
Board approval of WDR for
land application of treated
wastewater. Starting NPDES
discharge permit update this
FY.
WW Treatment completing
the Area Management Plan
project, which documents all
SOPs for the WWTP.
Process model under Blue
PlanIT being developed.
Both will help with
maintaining institutional
knowledge and operator
development.
Most Managers &
Superintendents have
attended the City’s
Leadership Academy.

Status Updated
Wastewater Division has
conducted a survey of staff
to solicit opinions on
potential areas of concern.
The moral values were
used to interpret the
responses and prioritize

Communication and training
of employees

Job-specific training and better
communication needed

Lack of internal customer
service

Interdepartmental disputes have led
to poor relationships and lack of
progress

City overall financial health

Wage/benefit concessions have
caused tension between
management and staff

Opportunities

policies and personnel rules
that needed updating.
Development of Standard
Operating Procedures and
Area Management Plans is
ongoing to better define
responsibilities of staff and
provide foundation of onsite training. Creative
communication strategies
were developed in response
to the COVID-19 pandemic.
Better communication
between divisional
leadership has led to
improved interdepartmental
relationships.
City continues to look for
creative paths to address
wage/benefit concerns and
increase retention.

Description

Status Updated

Improved customer service

Provide opportunity for economic
development through collaboration
with existing industrial and
commercial customers

Better communication

Integration of water, wastewater,
storm water field, and engineering
activities to an asset-based Utilities
Department under a single
umbrella

Application of mobile
technology

Computerized work order system
with tablet computers in vehicles
for greater efficiency than returning
to office to pick up paper copies of
orders

Improving the Culture

There are concerns regarding the
existing culture within the City and
Department, such as entitlement,
status-quo, lack of support to
managers, resistance to change,
“the way we’ve always done it,”
lack of clear vision, lack of
accountability.

Actively working with high
schools and colleges to
create trade school
opportunities and strategic
partnerships.
Weekly Manager and
Director-attended bi-weekly
Divisional staff meetings
have improved
communications throughout
the Department
Central Square/Lucity
deployed, and workflow
continues to be refined in
partnership with Senior
Software Analysts &
Finance Dept.
Department is moving
towards data-driven
decision making to improve
efficiencies and optimize
process.

The department will need to look at
opportunities to increase efficiency
without increasing FTEs (if
possible) and develop long-term
strategies for continuous
improvement.
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Challenges
Employee retention and
hiring

Description

Status Updated

Downturn in economy has kept
wages below market rates for
Utilities professionals. Recruitments
have been challenging recently.
There has been a lack of interest
and/or qualified talent. City salaries
are below market wages for several
positions.

Development of retention
and recruitment committees
to evaluate creative
solutions. The City hired a
Professional Development
Coordinator to establish
Citywide training programs.

May need to consider short-term
restructuring and cross-training to
distribute workload or hire
consultants to manage areas
absorbing resources.

Wastewater capacity bank

Additional consideration towards
training and building from within.
In order to keep a good accounting
for wastewater capacity, there is a
potential to re-visit re-establishing a
capacity bank.

The new WDR adoption is
pending. Proposed limits
appear to be favorable
towards sustainable cannery
discharge.

We will need to work with the
canneries to determine existing
capacity vs available capacity for
transfer, temporary exchange and
sales.

This assessment has allowed us to improve upon our weaknesses over the past few
years and prepare for challenges in the future. The auditor provided an update
(Water and Wastewater Efficiency Study Update) in July of 2016 verifying how well
we have done addressing identified weaknesses. We continue to make significant
progress to improve efficiency when responding to customers’ needs and finding
technological solutions to improve workflow. We look forward to an independent
review of our progress when we are ready to begin the Effective Utility Management
process

14

PUBLIC OUTREACH
The Utilities Department provides services to City of Modesto residents and
businesses within the geographical boundaries of our service area (see Appendix B
for Service Area Maps).
The customers of the Utilities Department include residents, commercial users,
educational institutions, and visitors to the City. We attempt to keep the public
informed about issues related to water, water conservation, and the safe,
environmentally responsible disposal of wastewater and storm water using different
methods.
Information about the Utilities Department and ongoing projects is available on the
City of Modesto website and is frequently updated. Utilities staff frequently attend
community and school events providing information and various promotional
materials.
At the wastewater treatment plants, tours are routinely provided to schools and other
groups, and bird watchers visit the facility ponds at the Jennings Road secondary
plant throughout the year.
To enhance our services and shed a positive light on the work done by our
department, as well as the City as a whole, we listen to customers’ needs and
concerns and strive to respond promptly. We will continue the One Water Modesto
initiative to proactively educate our customers and increase public confidence in the
Utilities Department. The department will continue working with the Public Relations
and Legislative Affairs team of the City Manager’s office to increase public awareness
of the Utilities Department.
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MANAGEMENT TEAM AND ORGANIZATION STRUCTURE
Our management team is primarily accountable for the overall operation of the
Utilities Department, including delivering services and maintaining sufficient financial
resources to accomplish the Department mission. The Director of Utilities is
appointed by the City Manager and routinely reports to the City Manager. A
description of the job functions for each management team member is described
below:
Director of Utilities – William Wong
Responsible for overall management of the Utilities Department.
Acting Engineering Division Manager – Robert Davalos
Manages the Engineering and Capital Planning Projects for the
utilities infrastructure.
Water Division Manager – Jeff Daniels
Responsible for overall management of the water systems.
Wastewater Division Manager – Vacant
Responsible for overall management of the wastewater systems
Water Quality Control Superintendent, Chief Plant Operator– Ben Koehler
Responsible for managing the operation of the wastewater treatment plants.
Plant Maintenance Superintendent – Monte Hamilton
Responsible for managing the maintenance of the wastewater treatment plants
and lift station facilities.
Wastewater Collection System Superintendent – Robert Englent
Responsible for managing the operation and maintenance of the sanitary
sewer lines and storm water systems.
Environmental Regulatory Compliance Superintendent – Vacant
Manages the laboratory operations, industrial pretreatment program, and other
programs that require the utilities to maintain compliance with local, state,
and federal regulations.
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KEY FINANCIAL PRINCIPLES
Proper financial planning and budgeting is essential to achieving our goals of safe
delivery of potable water and the collection, treatment, and environmentally-friendly
disposal of wastewater and storm water, while efficiently managing the assets owned
by the City and funded by system users.
Budgeting is performed annually by each City department with information provided
by the City’s Budget Division. All budgets go through an approval process where they
are approved by the Department Director, presented to the City Manager and Mayor,
and then presented to Council for final approval. All changes to the “approved”
budget must go through Council in the form of an agenda report.
Changes to water and wastewater user rates must be approved by the Council after a
protest vote by the ratepayers in accordance with California Law (Proposition 218).
Changes to the storm water rates must be approved by the City Council after an
affirmative vote of the ratepayers in compliance with Proposition 218 requirements.
Key Financial Principles include the following:
•

All programs and funding sources should be clearly delineated and prioritized

•

Assignment of costs must be equitable and based on a clear nexus between the
paying entity and the program expenditure

•

Capital project funding alternatives should include federal, state, and other
alternative funding sources when available

•

The Utility funds should be sufficient to meet all debt covenant requirements

•

The utilities should be operated to sustain integrity of the utility assets at minimum
cost to the users
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FY22/23 DEPARTMENT GOALS/OBJECTIVES, STRATEGIC
OUTCOMES, ACTION STEPS, AND KEY PERFORMANCE
INDICATORS
We have listed our goals and objectives below and have included the steps we believe
are necessary to achieve these goals. Key performance indicators are also listed in
the chart to indicate by what means we will measure the success of accomplishing
these objectives.

GOALS/OBJECTIVES

STRATEGIC
OUTCOME

ACTION STEPS

Continuous review the Utilities
Department’s organizational structure
to maximize overall efficiency of
department activities

Improved overall
effectiveness of service
delivery and increased
service capacity

Identify opportunities for
integration of work flow
between staff, identify new
or modified positions

Continue to develop Standard
Operating Procedures (SOPs) for
crucial management /leadership
positions for succession planning

Essential job duty
procedures of key
management positions
are documented and
implemented

Work with current Staff
subject matter experts to
develop job duty SOPs

Finalize each Division’s SOPs for
critical administrative, operations and
maintenance areas

All key business-related
tasks are documented to
ensure successful and
consistent outcomes in all
areas of the Department.

Consistent application of personnel
rules and City/Department policies

Reduce significant
resources directed
towards minor issues and
friction among staff

Each Division to assign
subject matter experts
create, review and
administer SOPs.
Periodically review and
update as needed
Provide supervisor
training, reinforce
consistency of application
of City policies and
procedures, improve
internal communications.
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KEY
PERFORMANCE
INDICATORS
Number of revisions of
council/committee
agenda items;
complete update of
Utilities Department
audit; conduct minor
department reorganization; implement
proposed changes to
staffing
More informed and
empowered Staff when
transitioning into key
positions
All SOPs of located in
centralized locations.
Increased staff
awareness of SOPs.
Reduced operational
errors/mistakes
Reduced number of
potential issues
addressed at the lowest
level with minimal HR
involvement

WASTEWATER COLLECTIONS
Reduce SSOs / increased system
reliability

Assured regulatory and
settlement agreement
compliance

Reduce Work Order Aging

Reduce SSOs and
flooding

Reduce localized flooding

Increase maintenance or
improve failing storm
drainage systems

Customer Service

Achieve and maintain
95% Positive Customer
Feedback; increase
customer confidence
through better
understanding of
available services
Reduce SSOs

Increased Sewer CCTV Inspections

Meet sanitary line cleaning
production goals; complete
SSO and stoppage followups; improve PM
scheduling, and continue
system CCTV inspection
Increase production and/or
optimize PM schedules to
complete work orders
within 60 days
Meet storm drainage
cleaning goals; replace
failing systems; respond to
flooding calls in 30
minutes; through new
CMMS, develop pro-active
approach to service repeat
flooding areas until more
permanent solutions can
be found
Develop new report for
customer service feedback
entered into CMMS,
advertise services through
multimedia and encourage
citizens to call Collections
when issues arise
Purchase additional
equipment and allocate
staffing

Number of SSOs
reported per 100 miles
of pipe, per year by
February 1,2022

Number of open work
orders greater than 60
days old
Report annual storm
drainage cleaning by
February 1st, 2022

Maintain at least 80%
positive customer
feedback/ increase
positive feedback to
85%+

Miles/Footage of sewer
lines inspected

Reduce Fleet downtime

Reduce SSOs and
Flooding

Work with Fleet and
Purchasing to purchase
higher quality equipment,
increase fleet redundancy,
and train staff how and
when to turn trucks in for
repair

Vehicle
downtime/footage of
lines cleaned/number of
SSOs

Develop In-House Confined Space
Entry and Rescue Program (non-entry
rescue)

Increased employee
safety and compliance

Purchase and setup
confined space trailer,
train staff to use SCBA
units, revise confined
space SOP

Percentage of
completion, i.e.
purchase, setup, and
training
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WASTEWATER PLANT OPERATION & MAINTENANCE
Develop operator, electrical
Ensure that the
instrumentation, and maintenance
competency of staff will
staff skill and familiarity of the Phase II allow for very low levels
treatment plant to maximize plant
of process downtime and
efficiency and exceed the states
high-quality effluent to the
minimum requirement of 80% plant up North Valley Regional
time
Recycle Program and
River Discharge

Continue development of the new flex
promotion program for Operations,
Electrical and Maintenance staff as
related to the new utilities structure;
provide quality, cost effective training
designed to increase individual
knowledge and divisional productivity
that staff continually pursues

Revise the Lock Out Tag Out (LOTO)
SOP’s for new processes, equipment
and training

Implement a critical spare parts
inventory system

Provide a clear path for
employee technical and
professional development
which will objectively
identify each individual's
competency related
position critical skills;
increase employee
investment and retention
by empowering
employees to pursue and
participate in personal
and professional
development
Create a safer
environment through
fulfillment of OSHA
requirements and an
educated staff
Ensure that critical/long
lead item spare parts and
components are available
when needed, as failure
to properly meet this goal
can result in extended
down time; potential
regulatory violations and
upset process conditions
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Develop an Operations
and Maintenance staff
selection and rotation
schedule that allows the
most efficient use of staff
skills, training and
exposure; minimize plant
downtime through the
effective use of
preventative and predictive
maintenance procedures
Establish budgets and
develop a written program
which outlines the skills
necessary for each level/
class; implement both
administrative and
technical training
instruction including On
the Job Training,
competency measurement
tools and an individual
progress tracking tool;
establish a training
gatekeeper
Develop revised LOTO
program and implement a
training module

Plant up time at or
above 95% while
meeting or exceeding
regulatory discharge
permit requirements.
The current rate is
82.5%

Expand warehouse
inventory management
system to include critical
spare parts for lift stations;
electrical and both
treatment plants to provide
easily locatable, properly
cared for and maintained
parts; assure low inventory
quantities are reduced and
re-ordered in a timely
manner

The program for a
written procedure
outlining the inventory
system has been
implemented. It
established designated
inventory locations, an
inventory cycle count
process, essential
access control to
inventory locations and
potential links to the
CMMS system; we
developed an ongoing
list that is continuously
being updated and
extended to include all
electrical, lift stations,
and treatment plants and
continues to expand.

Annual tabulation of
educational activities to
include event authorized
and in-house training,
post-event evaluations
and technical
competency

Project is completed,
implemented and staff is
maintaining the program

Develop a written Qualified Electrical
Worker Program

Develop a Utilities Department
program to include all utilities for fit
testing of respiratory surveillance
program

Develop a viable training and
retention program for the operations
team

Enhance the existing
Qualified Electrical
Worker Program ensuring
all employees in the
Electrician classifications
are required to obtain
training and qualifications
which meets or exceeds
OSHA standards
Provide the required
equipment and training
needed to continue to
comply with regulations
for respirator fit testing
without needing to
contract outside of the
City forces
Create a training program
ensuring all operators are
given the opportunity to
obtain the proper skill set
to manage the tertiary
process and after training
be able to maintain
certified staffing levels
required by the State

ENVIRONMENTAL COMPLIANCE & LABORATORY
Evaluate cost of services for permit
Ensure costs of services
management and inspections of Fats, are properly allocated
Oil, and Grease (FOG) and Dental
and comparative with
Amalgam facilities
other municipalities

Continue to work with
Human Resources,
employees, Modesto City
Employee Association
(MCEA) and management
to develop a program that
meets the requirements of
all stakeholders and
regulations
Equipment has been
purchased and next step
will be to insure all
required employees are
entered into the system
and fit tested

Work with management
team, Human Resources,
MCEA and research
training opportunities for
staff specific to
Wastewater; train Senior
Operators with training
their subordinates with
specific check sheets and
section review; join with
Modesto Junior College
(MJC) to create classes

Continuing to work with
Risk to identify key
deficiencies identified by
12/31/2022; action steps
defined by 3/31/2023;
written program in place
by 7/1/2023

Each employee has the
ability to retest during
the year if questions
arise for equipment
performance or life
changes without having
to contract with an
outside vendor.
Lists of training outside
training opportunities;
assign Seniors to
trainees and check with
trainees on their
knowledge and
progress; creation of
check off sheets; have a
clear connection with
MJC by receiving interns
for training

Host stakeholder meeting
regarding the cost of
services for FOG and
Dental Amalgam permit
management and
inspections

Take to Council for
approval of permit
management and
inspections fees

Revise and finalize five-year industrial
permits

Ensure consistency of
permits, slug discharge
and solvent management
plans language and
requirements

Send revised applications,
standard conditions and
draft permit to industrial
users

Issue revised permits
and standard conditions
to all industrial users

Revise and finalize Stormwater
Management Plan (SWMP) consistent
with the most current adopted
Stormwater Regional Permit

Develop a Stormwater
Program and Annual
Report with clear and
achievable metrics based
upon end of pipe and
receiving waters’ water
quality objectives

Work with consulting
engineer to produce a
working SWMP that fits
within the needs of our
program

Submit final SWMP to
Regional Board for
approval
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Implement Linko Pre-treatment
Software

Improved tracking of
industrial loading and
timely processing of
Utilities billing

Improved integration of
work flow amongst
assigned Administrative
staff within Division and
collaboration between
departments

Production of higher
quality metrics, which in
turn, will allow for more
informed business
modeling and decisions

Evaluate capture efficiency of
detention/retention basins, rockwells,
and inlet inserts

Confirm capture
efficiency based on
inspections

Identify and install full
capture devices on outfalls
receiving runoff from high
priority land use areas

Submit evaluation on full
capture devices to
Regional Board

Host ELAP Audit

Demonstration that ELAP
findings were addressed
and corrective actions
were implemented

Address and resolve any
new deficiency or
observed or noted during
ELAP audit

Pass audit

Job Site Audits

Engage staff in the field
to evaluate challenges
and issues

Accompany staff with
facility inspections
quarterly at a minimum

Address any discovered
issues or challenges in
workflow, training, or
safety

Safety Audits

Develop leadership safety
audit team

Perform quarterly site
safety audits

Address any safety
issues and challenges
discovered

Create curriculum that
contains essential
information and facility
tours to educate the
public; establish class
sizes

Implement 2 academies
(tracts) per year, number
of certificates of
completion

School Outreach Program –
Consistent and integrative education
of elementary, junior high, and high
school students on water-related
topics

Create and reinforce
public awareness and
responsibilities of the
department and ability to
play a strategic role in
information dispersal and
communication
Increased water
conservation, healthier
waterways, and creation
of student “water
ambassadors”

Create a structured lesson
plan for each grade
grouping that combines
elements of water,
wastewater and
stormwater

Develop streamlined SOP for social
media announcements and share
among appropriate divisions

Consistent public
messaging between all
divisions

Collaboration between all
divisions

Implement program;
conduct sessions with at
least one elementary
school, one junior high
and one high school;
visit elementary schools
as directed by permit
Completed final draft of
SOP for all divisions.
Informational meeting for
affected divisions

Develop partnerships with private
businesses, education and public
organizations

Increased public
awareness

Hold meetings with various
businesses and
organizations

ONE WATER MODESTO INITATIVE
One Water Modesto Outreach
Citizens Academy
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Gain at least five new
partnerships with the
City

Workforce Development

Increase awareness of
careers in water industry
(developing a future
workforce for the
department)

Develop material
regarding career
opportunities;
establish relationships with
local vocation programs
and develop Citysponsored curriculum

Attend at least 2 job fairs
per year; implement
vocational training
programs by end of
2022

Improved data accuracy
and reporting capabilities

Meet regularly with I.T.,
administrative staff, and
field staff for process
improvement

Division training
materials developed to
access CMMS reports

Obtain Advertising/Marketing Contract
for Water Conservation, rebate
programs, and One Water education

Improved customer
outreach and education,
resulting in reduced water
consumption

Meet with Purchasing to
establish scope of work,
bid authorization, and
issue RFB/RFP during
FY22/23

Complete Meter Installation Program

Meet California Assembly
Bill 2572 mandating that
all water services are
metered by 2025

Meet goal of 2,760-meter
installations per year

Professional services
agreement in place for
One Water program
(complete); Water
Conservation & Rebate
Programs still in
progress
All services metered by
December 2022

Select AMI Consultant

Improved billing options
and customer service;
real-time consumption
data for analytics.

Proposals due April 2022;
Council approval July
2022

Notice to Proceed
issued by Fall 2022

Re-establish Spoils Recycling
Program - COMPLETED

Reduced waste and
reliance on outside
vendors for aggregate
materials

Provide oversight of
service contract and
monitor product for quality
control

Reduced expenditures,
streamlined operations,
and readily available
supply of ABM

Reinstate Water Meter
Disconnect/Reconnect Process

Reduce delinquent
balances that
accumulated during two
years of pandemic billing
restrictions

Collaborate with Finance
to identify inefficiencies
and continually streamline
the disconnect &
reconnect process; begin
disconnects Spring 2022

Increased number of
reconnected accounts,
indicating payment plans
approved by Finance

WATER SYSTEM
Refine CMMS Workflows
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ENGINEERING
Provide quality, cost-effective training
designed to increase
individual knowledge and divisional
productivity

Continually improve the quality,
productivity, & efficiency of the
division in the planning,
designing and
construction of Capital Improvement
Program (CIPs)

Develop technically and
professionally trained
employees within the
division

Effectively and efficiently
manage the Utilities CIP
Facilitate the construction
administration of the
City’s CIPs

Utilization of current and feasible
technological resources

Implement technology to
increase quality,
productivity & efficiency
within the division

Improve workflow efficiencies in
all sections of the Engineering
Services Division

Provide new and
innovative solutions to
divisional processes and
workflows; eliminate
duplication of work and
superfluous procedures

Continue to establish
budgets; develop and
implement both
administrative and
technical training
programs

Identify and establish
performance metrics to
evaluate efficiencies
Utilize Administrative
Analysts to develop
analytics to effectively
monitor CIP budgets

Identify, prioritize and
implement technological
needs for each
engineering section;
research, budget, and
procure technology
systems; evaluate
methods to increase public
outreach utilizing social
media and technology
Update procedures and
standards; develop filing
and archiving policies;
improve information flow
and communication
amongst all staff
members; evaluate
processes within
Construction
Administration to
streamline project closeouts; processing progress
payment and change
orders

Due to COVID impacts,
training opportunities
were very limited.
Ongoing efforts will
monitor number of
development activities
per employee, tabulation
of event authorizations,
training attendance,
post-event
evaluations and divisionwide survey results
Ongoing efforts to
evaluate project
schedules and budgets
against CIP cash flows;
Quarterly updates that
monitor and track project
progression against
billable hours, expenses
versus percent
complete, actuals versus
budgeted expenditures
Cost and percentages of
design-initiated Change
Orders
Ongoing effort to
evaluate project output
pre-COVID versus
during COVID versus
post-COVID to
determine technological
impacts from
communication and
design systems
Ongoing efforts to
evaluate and reduce
timeframes for the
following processes and
monitor performance;
Consultant Invoices
Contractor payments
Process Change Orders
Internal designs
Project close-out and
Council acceptance
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Sustainable Groundwater
Management Act Compliance

Protect the City’s water
resources and position
the City to receive
alternative funding

Participate in local and
regional water resource
efforts, including the
Modesto and Turlock
Subbasin Groundwater
Sustainability Agencies

Ongoing efforts to track
approval and award for
various water related
grants and loans;

Continuous Improvement
The goals/objectives, strategic outcomes, action steps, and key performance
indicators should be reviewed twice annually by the Department leadership team to
determine performance and identify corrective actions that may be needed to
successfully implement this plan.
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APPENDIX A - Organization Chart
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APPENDIX B – Sewer Service Area Map
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APPENDIX B – Water Service Area Map
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