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Methodology

Project Background

The Monte Vista Water District is a county water district, formed in
1927, that provides retail and wholesale water supply services to a
population of over 141,000 within a 30-square mile area, including the
communities of Montclair, Chino Hills, portions of Chino, and
unincorporated San Bernardino County.
The District is governed by a five-member Board of Directors who are
elected to overlapping four-year terms. The board members are
responsible for setting strategic direction and policy for the District.
Management Partners was engaged to update the 2009-2014 Strategic
Plan. The process included conducting interviews with management
team members and stakeholders, implementing both a community and
an employee survey, and providing guidance for an environmental
scan. Once the results from these activities were complete, Management
Partners facilitated a workshop with board members and the
management team to discuss key elements of the Strategic Plan.

Strategic planning

is about setting

priorities

among competing
needs and
interests

Interviews

Management Partners conducted individual interviews with each
District board member, management team member, and five key
stakeholder agencies (Chino Basin Water Conservation District, City of
Chino, City of Chino Hills, City of Montclair, and Inland Empire
Utilities Agency) in January of 2020. Each person was asked about the
strengths, weaknesses, and opportunities facing the District, as well as
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whether the current vision, mission, values, and goals are still relevant
or should be changed.

Employee Survey

Management Partners prepared an employee survey to obtain input
about the District’s strengths, opportunities, mission, vision, values,
and strategic priorities. The survey was available online to all District
employees from March 30 to April 10, 2020. During that time, due to
the COVID-19 pandemic and a shelter in place order by the Governor
of California, many District employees were working from home. A
total of 25 of 38 employees responded to the survey, which is
considered an excellent response given the disruption caused by the
pandemic.

Community Survey

Management Partners prepared a community survey to obtain input
about the District’s performance, customer service, communication,
budget, and strategic priorities as part of the Strategic Plan update. The
survey was open to the community from January 22 to March 31, 2020,
via the District’s website and social media. A total of 61 community
members responded. Of those, 53 were in English and 8 responded in
Spanish.

25 Employee

Survey Responses

61 Community

Survey Responses

Environmental Scan

District staff prepared several slides highlighting trends and factors
relevant to planning for the future of the District. Attachment A
contains the environmental scan highlights presented during the
strategic planning workshop.

Strategic Planning Workshop

Management Partners facilitated a strategic planning workshop with
board members and the District’s management team on August 25,
2020. Fourteen individuals participated in the workshop. Board
members finalized the vision, mission, values, and guiding principles
and discussed goals and the initiatives to achieve the goals.

7 Goals and

32 Initiatives

Goals set the framework that guides the direction and focus, budget
decisions, and allocation of other resources such as staff time.
Initiatives are the means to achieve the goals. The goals and initiatives
are meant to be accomplished during a five-year period. They are
provided in this Strategic Plan document.
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Mission, Vision, and Values

This strategic plan includes Monte Vista Water District’s mission,
vision, and values. These were developed through collaborative
discussions between board members and staff.

A vision sets the focus
for the future. It is a
statement of where
the District is going.

A mission states the
purpose of the District.
It defines what the
organization stands for
and what it will do.

Vision
To be a premier agency in the region that leads
by example and demonstrates continual
improvement, advancement, and innovation.

Mission
To provide high quality water service while
ensuring fiscal responsibility, ethical conduct,
and environmental stewardship.
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Values
• Integrity. We value providing our services in
an honest, candid, ethical, responsible, and
respectful manner.
Values provide the
basis for how the
organization and its
members will work
to achieve the
mission, vision, and
goals in this
Strategic Plan.

• Fiscal Responsibility. We value being
accountable and transparent in carrying
out all District operations, particularly in
financial management.
• Our Team. We value supporting a diverse
and talented team of professionals who
demonstrate loyalty and dedication to
service.
• Excellence in Quality and Customer Service.
We value working together to provide the
highest quality service to our customers,
demonstrating courtesy, respect, efficiency,
and diligence.
• Our Community. We value maintaining and
enhancing the trust and confidence that our
community expects and requires of us.
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Guiding Principles
Behaviors
Accessibility: Customers like easily accessible services.

Appreciation: Customers like to feel valued and have courteous
interaction.

Nine Critical
Behaviors to
Ensure High
Quality
Customer
Service

Adapted from
“Differentiating your
business through high
quality customer
service.” A whitepaper
by Terry Forsey.
www.terryforsey.com

Confidence: Be positive – keep our thinking as “can do,” not “cannot
do.”

Empathy: Look at the situation from the customer’s point of view.
Flexibility: Understand that we have a framework and structure to
work within 95 percent of the time. For the remaining 5 percent, the
rules do not apply because common sense tells you so.
Helpfulness: Give help that is above and beyond anything the
customer expects and offer it before the customer has asked or in
situations where the customer did not even think help was possible.
Knowledge: Provide training and accessibility to information about
the District (current events, policy and procedures, water industryrelated information).
Reliability: It is important to have 100 percent delivery on promises
and keep the customer informed.
Speed: It is important that we value our customers’ time and serve
them accordingly.
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Goal 1 – Customer Service
Continually
strive to
provide high
quality
customer
service
Initiatives

57,678

Residents Receive
Retail Service

1,003

Commercial,
Industrial, &
Institutional
Customers

1. Increase staff training for all District employees to
maintain excellent customer service
2. Expand the use of technology to enhance the
customer’s experience
3. Improve standardized policies, procedures, and
work processes across the District
4. Maximize efforts to help families that need
financial assistance
5. Seek customer feedback on District performance
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Goal 2 – Water Supply & Partnerships
Improve quality
and reliability of
water supply
through local
development and
regional
collaboration

Initiatives

2020

the year MVWD
signed a
Memorandum of
Understanding with
regional retail
agencies, seeking
opportunities to
improve efficiencies
and align regional
water policy matters

1. Develop additional cost-effective water supplies
through local and regional partnerships
2. Employ innovative techniques and treatment to
provide high quality water
3. Explore providing sewer service to improve
local groundwater quality
4. Work with partners to determine the feasibility
of expanding the District’s recycled water
system
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Goal 3 – Infrastructure & Facilities
Maintain and
upgrade the
District’s
infrastructure
and facilities

Initiatives

197

miles of pipeline
maintained

9

active wells

1. Establish a Pipeline Replacement Program
2. Reevaluate the Main Office Site Renovation
Project
3. Develop a strategy to monitor and reduce system
water loss
4. Develop and implement a Meter Testing and
Replacement Program
5. Develop and implement an Asset Management
Plan

Monte Vista Water District 2025 Strategic Plan

October 2020

Goal 4 – Community Engagement

Page 9

Goal 4 – Community Engagement
Engage
customers
through
programs,
education, and
community
involvement

Initiatives
1. Support customers in meeting or exceeding
state water use efficiency standards

13,490

gallons of water
per year potentially
saved through full
participation in our
smart sprinkler
program

2. Develop and implement a Community
Engagement Strategic Plan
3. Expand the District’s legislative advocacy
activities
4. Enhance the District’s brand
5. Develop a program to encourage using tap
water
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Goal 5 – Fiscal Responsibility
Maintain
responsible
stewardship of
District funds
to address
future needs

Initiatives
1. Explore opportunities to enhance revenues

$50.6 million

Capital Improvement
Program to improve
water services during
the next five years

2. Revise and improve accounting and financial
reporting tools
3. Work to achieve financial equity when
collaborating on regional efforts
4. Identify ways to maximize our ability to secure
federal, state, and regional grants
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Goal 6 – Recruitment & Retention
Recruit and develop
qualified personnel
to increase
productivity and
enhance employee
retention and
morale

Initiatives

37

full-time District
employees strive to
provide excellent
service every day

1. Update human resources planning and policy
documents
2. Develop a succession plan and mentorship
program to cultivate leadership and professional
skills
3. Develop programs to recruit a more diverse
workforce
4. Exceed industry standards for workplace safety
5. Foster a healthy organizational culture
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Goal 7 –Sustainability & Resiliency
Promote sustainability
and resiliency through
efficient planning,
operations, facility
management, and
environmental
compliance

Initiatives

3

hydro turbines
generate additional
revenues for the
District, which are
used to support
customer
assistance
programs

1. Design and implement a comprehensive Energy
Management Program
2. Explore strategies to reduce greenhouse gas
emissions
3. Improve the District’s ability to respond to and
recover from emergencies
4. Obtain recognition as a sustainable and resilient
utility
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Conclusion

The 2025 Strategic Plan provides a clear path
forward for the Monte Vista Water District. The
District is committed to achieving the goals and
initiatives in the plan.
An Implementation Action Plan will be
developed to help guide the actions that will
achieve our goals during the next five years. We
know that successful implementation will
require a collective effort by District employees
in all departments. We are dedicated to
continuing to communicate with members of our
community about what the District is doing, how
we are going about our work, and how to
connect with us.
Thank you to each person who contributed to this
Strategic Plan.
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