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Meet Your Facilitator 
SGR Executive Vice President

Doug Thomas
• Over 35 years in municipal management, serving as City 

Manager for the City of Lakeland, Florida, for 12 years, 
with vast experience working with state and local 
government leaders, implementing creative public-private 
partnerships, including with professional sports 
organizations, and a track record of successful economic 
development initiatives. Prior to Lakeland, served as City 
Manager for the City of Alma, Michigan for 15 years, and 
Assistant City Manager for the City of Grand Haven 
Michigan. He also served with the Maryland cities of 
Rockville, and Landover Hills. 

• Masters of Public Administration from the American 
University, Washington, D.C. with a concentration in 
Urban Affairs, and a Bachelor of Arts in Political Science 
& History from Bowling Green State University.

• Joined SGR full time in 2015 to serve as their first 
Regional Director to serve both Florida and the 
southeast, and subsequently as Executive Vice President 
of Recruitment & Leadership Development serving 
clients nationwide.



Agenda 
• Welcome
• System Manager Update
• Preparing for Strategic Planning
• Feedback from Board Member Advance Interviews  – Part I
• SWOT Analysis – What’s Changed in Last 12 Months?
• Review of Vision, Mission, & Organizational Values

• Board Member Organizational Values Benchmark 
Ratings 

• Feedback from Board Member Advance Interviews – Part II
• Board Member Ratings of System Manager, System 

Operator, & Attorneys
• Feedback from Board Member Advance Interviews – Part III
• Any other Topics to be Discussed?
• Next Steps
• Closing 3
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Manager 
Update
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System Manager Update

Progress is impossible 
without change, and those who 
cannot change their minds cannot change anything 

– George Bernard Shaw

Recruited replacement FGUA CFO
Creation of FGUA Utility Director role
Restructure Finance Department 
Restructure Property & Development into
 Development Services
 GIS Department
Succession Planning - Several internal promotions
Office relocation from Longwood to Orlando
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System Manager Update

Continued to seek and achieve additional funding for approximately $19.5 Million in grants

Launched PMIS for tracking and managing CIP projects

Awarded WTP 2 interim water supply solution for 0.5 MGD

Construction of the Plantation Bay WWTP

Substantial completion of Chatmire septic to sewer project, excluding easement acquisition delay

American Beach septic to sewer and water supply project preparing for substantial completion 

Submitted all assessments and insurance claims resulting from hurricanes Milton and Helene

Fiscal 
Year

CIP and R&R PO's 
issued

CIP and R&R 
Funds Expended

2022 67,816,604$           63,515,411$           
2023 96,725,475$           90,248,022$           
2024 86,908,415$           69,709,409$           
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System Manager Update

Award-winning, industry-recognized water conservation programs for all 
ages

Programs covered by local and industry media

Attend local community events, such as Marion County day,  
encouraging water conservation

Submitted all assessments and insurance claims resulting from 
hurricanes Milton and Helene

Development Services group continues to meet the “explosive growth” in 
Florida through managing the continued increase for letters of 
availability, plan reviews and system conveyance closeout agreements.

The GIS Team continues development and expansion of the FGUA GIS 
capabilities while supporting the day-to-day functions for customer 
service and operations.



Preparing for 
Strategic 
Planning 

P a r t n e r i n g  w i t h  L o c a l  G o v e r n m e n t s  t o  R e c r u i t ,  A s s e s s  a n d  D e v e l o p  I n n o v a t i v e ,  C o l l a b o r a t i v e ,  A u t h e n t i c  L e a d e r s 8



The Art of 
Strategic 
Visioning
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Perspectives 
Matter!
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It’s OK to express different thoughts about 
the future priorities of the organization!
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The Board’s Visioning Focus should 
be at 10,000 feet
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Feedback from 
Board Member 

Advance Interviews 
Part I



What do you hope to accomplish at the FGUA Strategic Planning Session?
• Nothing all to mind – Flagler & Lee County have growth challenges and is supportive 

of infrastructure/expansion of services & systems

• Establish our Vision and update on challenges expected in 2025-26

• What is the planning horizon of the FGUA Strategic Plan?

• A little concerned with all the transitions in FGUA staff leadership which highlights the 
need for more succession planning

• Wanting to achieve a better understanding of FGUA and how to be more helpful as a 
Board Member

• Not sure how we could possibly explore lower rates where possible – while still 
needing funding for future capital needs
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Advance Questions – Board Member Feedback



What do you hope to accomplish at the FGUA Strategic Planning Session?
• Would like to discuss FGUA’s strategy/approach to the challenges of ever-increasing 

rising construction prices. (Phasing work, leveraging outside funding, alternative bid 
designs, etc.)
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Advance Questions – Board Member Feedback



Was guidance provided during the 2024 Planning Session and throughout the 
year carried out to your satisfaction? Are there any areas you’d like to see 
greater attention to in the upcoming year?
• Good job in maximizing efficiencies and system upgrades within budget. Stay 

focused and continue to look for cost savings, including technologies, retrofits, and 
Artificial Intelligence (AI)

• Matt Rihs does an excellent job in customer service and is great – Provided 
meetings in Flagler County to our customers which was well received

• Use of reverse phone systems to make calls to customers, but some older 
customers still like the door hangars – Perhaps notices to affected HOA’s as they 
have good ways/methods to reach their members

• Frugal mindset regarding utility rates/fee structures
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Advance Questions – Board Member Feedback



Was guidance provided during the 2024 Planning Session and throughout the 
year carried out to your satisfaction? Are there any areas you’d like to see 
greater attention to in the upcoming year?
• Satisfied with guidance and participation – Appreciate the pre-agenda 

meetings/briefings and coordination/scheduling (like the timing of updates and that 
they are generally 30-minutes.) I also like the historical information that is provided to 
bring everyone back to what has occurred in earlier meetings/years. That information 
is useful, especially for new or Alternate Board Members

• Clearly laid out plans in 2024 and no concerns with delivery

• I have only participated in two Board meetings so far, so it is difficult to respond to 
this question

• How is the FGUA leadership doing with all the transitions that have occurred?
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Advance Questions – Board Member Feedback



Was guidance provided during the 2024 Planning Session and throughout the 
year carried out to your satisfaction? Are there any areas you’d like to see 
greater attention to in the upcoming year?

• OK with how FGUA leadership has executed our strategic plan

• This has been the first year that I felt that everybody (Board & Staff) has had a 
handle on the future direction of FGUA. The Staff has been helpful, cooperative, and 
responsive
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Advance Questions – Board Member Feedback



SWOT Assessment Exercise

Anything 
Fundamentally 

Different Over the Last 
12 Months?



SWOT 

Anything fundamentally different over the last 12 months that has impacted FGUA?

• All great - Good at updating Board Members on matters through advance phone calls, 
packets, and emails, especially involving possible changes. Thoughtful, transparent, 
and focused on long-term vision and data-driven decisions

• Nothing comes to mind. Shannon and Scott have hit their strides in their respective 
roles

• Aware of buyouts of FGUA systems – Things continue to progress

• Despite lots of changes in a rapid pace with Anser/Accenture and FGUA Leadership, 
things are still running smoothly

• Economy & inflation concerns

• Post-Presidential Election impacts



SWOT 

Anything fundamentally different over the last 12 months that has impacted FGUA?

• Residential and commercial growth challenges and resulting need for additional 
treatment capacities and system connections (more with wastewater than water)

• Keeping up with growth and need for additional capacity

• 9 systems with FGUA 2026-2029 – Reacquisition by Pasco County in the future

• Difficult to answer given our involvement with FGUA has only recently started – But 
industry-wide concerns with PFAS, regulations, and water supply challenges

• Staff do a great job keeping us informed. I asked last year, and received a monthly call 
from the senior leadership to keep me informed of our issues and projects and I have 
been very pleased with that process



Strategic Issues
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Vision 
Statement

• A Vision Statement should provide a clear 
and vivid description of what the FGUA 
seeks to create in the future, i.e., the why. 
The Vision Statement describes where the 
organization hopes it will be going in the 
future if they can fulfill their Mission.

• The current FGUA Vision Statement is:
• “The FGUA will be a widely recognized and 

utilized long-term partner with communities 
in providing high-value, cost-effective utility 
services” 

• Do you believe the Vision Statement remains 
relevant today?

• All Board Members indicated that they were OK 
with the current Vision Statement
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Mission 
Statement

• A Mission Statement should provide the 
organization’s purpose and objectives in the 
present, i.e., the what and how. The Mission 
Statement describes what you do, who you do it 
for and the benefit that it provides. 

• The current FGUA Mission Statement is:
• “The FGUA provides communities with 

high-value, cost effective utility 
management alternatives within a public 
governance structure for the protection of 
public health and safety that maximizes 
customer service quality”

• Do you believe the Mission Statement 
remains relevant today?
• All Board Members indicated that they were OK 

with the revised Mission Statement
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Organizational 
Values

• Organizational Values should be utilized by the Board, 
Its System Manager, its Contract Operator, and its other 
Advisors to carry out the FGUA’s duties and obligations 
in service for its member communities/organizations 
and customer. Organizational Values should be revisited 
from time to time but rarely change significantly once 
they are adopted to ensure the culture of the 
organization becomes ingrained in all its service 
providers and their actions. 

• The current FGUA Organizational Values are as follows:
• Customer Service
• Leadership
• Efficiency & Effectiveness
• Adaptability
• Teamwork & Partnership
• Integrity, Respect, & Honesty
• Quality
• All Board Members indicated that they were OK with 

the Current and revised Values and associated 
Statements
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Do you believe the following FGUA Values remain appropriate today?  Is 
there anything you may want to add, amend, or delete in any of the 
accompanying Value Statements?

Customer Service:  The FGUA holds “Customer Service” as a key value and 
demonstrates this value through: Practicing proactive communication and listening to 
ensure thorough understanding of the customer’s needs – this attention to service 
includes both internal and external customers.  Issues are addressed in a timely manner 
and service actions are taken until needs are met.  Service delivery is positive and 
consistent.

Leadership:  The FGUA values strong, principled leadership.  This value is evidenced 
by setting a clear vision and providing the tools necessary to produce high quality 
product and services.
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Organizational Values



Do you believe the following FGUA Values remain appropriate today?  Is 
there anything you may want to add, amend, or delete in any of the 
accompanying Value Statements?
Efficiency (Cost & Outcome) & Effectiveness:  The FGUA values being strong 
stewards of resources, this includes judicious allocation of financial resources, human 
resources, and time resources.

Adaptability:  The FGUA places high value on the ability to anticipate, analyze, and 
respond to constant change while providing quality service.

Teamwork & Partnership:  Experts working collaboratively to meet a common end 
goal.  Acknowledging the diverse elements at play in providing strong utility services and 
solutions, cross-functional teamwork is employed.  FGUA is known for striving for 
mutually beneficial outcomes.  Those contracted to provide services (operational, 
maintenance, billing, service, administrative, legal) regularly go the extra mile for others.
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Organizational Values



Do you believe the following FGUA Values remain appropriate today?  Is 
there anything you may want to add, amend, or delete in any of the 
accompanying Value Statements?

Integrity, Respect, Honesty: Integrity is evidenced by consistent truthful, fair 
interactions.  Those involved with the FGUA believe that “integrity” is evidenced by what 
we do when no one is watching.

Quality: The positive by-product of the previous six values being employed is the 
achievement of excellence (quality) in product and services.  It is meeting and exceeding 
evolving customer and regulatory expectations (clean water, lack of odor, 
responsiveness); and doing so in an efficient and effective manner.
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Organizational Values



Results of Board Member rankings of how you believe FGUA demonstrates each 
Value in the programs and services they provide to our host governments and their 

respective customers, using the following scale:
(10 - Outstanding, 5 - Average, and 0 – Unsatisfactory)
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Board Member Feedback – Values Benchmark Scoring

Organizational Values Ranking
Board

Member #1
Board

Member #2
Board

Member #3
Board

Member #4
Board

Member #5
Board

Member #6
Board

Member #7
Average

Score
Range of

Scores
Customer Service 9.0 8.0 10.0 9.0 8.0 9.5 7.5 8.7 7.5 - 10.0
Leadership 9.0 8.0 10.0 9.0 10.0 9.5 7.5 9.0 7.5 - 10.0
Efficiency & Effectiveness 8.0 8.0 10.0 9.0 10.0 9.5 7.5 8.9 7.5 - 10.0
Adaptability 10.0 8.0 9.0 9.0 7.5 9.5 7.5 8.6 7.5 - 10.0
Teamwork & Partnership 9.0 8.0 10.0 9.0 10.0 9.5 7.5 9.0 7.5 - 10.0
Integrity, Respect, & Honesty 10.0 8.0 10.0 9.0 10.0 9.5 7.5 9.1 7.5 - 10.0
Quality 9.0 8.0 10.0 9.0 10.0 9.5 7.5 9.0 7.5 - 10.0



Feedback from Board Member 
Advance Interviews – Part II



What would you like to see FGUA doing more of this year?
• Being able to better share capital project details and system improvements with 

our customers. Appreciate what FGUA did in Flagler (5-6 people with FGUA 
attended meetings). Not sure if that is done in other districts

• Anticipate the growth and associated capacity challenges in our systems
• Nothing comes to mind as staff have done everything I have asked for 
• Exploration and identification of any and all possible funding sources that might 

be available to support capital improvements
• Negotiation with bidders to obtain the best/lower process on projects
• Good with the interaction and timeliness of Board information, including pre-

Board meeting briefings. FGUA has handled any customer issues that have 
arisen very well
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Advance Questions – Board Member Feedback



What would you like to see FGUA doing more of this year?
• We are a bit concerned with any desire to expand FGUA at this time. We feel 

that FGUA is struggling to keep up with everything that is currently under our 
responsibility and should focus on that versus possible expansions/acquisitions. 
Still not sure when Nassau County will be fully on board

• Better focus on meeting and agenda preparation – Many of the agenda items 
seem to be coming in late with changes being made at the last minute (seems to 
be more frequent that in the past and feels like this is the new norm.) In some 
cases, we’ve had to go to the website to get the most current information -  
Would like better attention and timeliness of materials to the Board

• Communication with Lee County could be improved
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Advance Questions – Board Member Feedback



What would you like to see FGUA doing more of this year?
• Still have concerns with our capacity – FGUA has been good in securing funds, 

and while we have started quarterly meeting, I’m not sure we are fully aligned 
regarding our capacity issues and concerns

• Given what we are hearing, it would seem that state funding would be more 
challenging to obtain in the coming year – If we are to be successful, we have to 
show results to the State

• $10 million for septic to sewer conversions versus the need to fix and expand 
our treatment plants. We need to be ready to serve new customers and growth 
vis-à-vis attention to converting septic systems in our County

• We have full-time jobs and appreciate the concise and sufficient information 
about our upcoming agenda items so that we are prepared to provide input and 
direction
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Advance Questions – Board Member Feedback



What would you like to see FGUA doing more of this year?
• Like the virtual meeting formats versus having to drive to in-person meetings

• Continue to aggressively seek outside funding opportunities for system 
improvements and expansions

• Can FGUA assist us in getting ahead of our CIP construction projects and 
communicating such with our customers?

• Perhaps some additional customer information, especially with new customers – 
e.g., the impact of using treated water for irrigation on your utility bill. I would like 
FGUA to be more proactive on that front

• FGUA strategy regarding pricing of capital projects
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Advance Questions – Board Member Feedback



Board Response Comment Themes
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• Continue to seek & leverage grant 
funding opportunities.

• Proactive focus and communication on 
how to meet growing treatment capacity 
concerns.

• Remain focused on operations & 
maintenance vs. growth.

• Continue Board Briefings and 
communication of projects to host 
governments.

• Communicate value of FGUA & secured 
grants to lower costs for customers.



What can the FGUA doing less of this year? 
• Not sure of anything that FGUA should do less of  - other than rate increases 

• Is there a way to change customer notifications - not that the current system is bad, but 
can it be improved?

• How do we pursue continuous improvements in our processes?

• Staff has done everything I have asked for and/or expected

• Would like to see some stability and less organizational/leadership changes than we have 
seen in recent years.

• Evaluation of CIP financing/funding strategy to help address the need for growth of our 
treatment capacities to serve new customer demand

• We still get some first-hand customer complaints

• Nothing comes to mind (X3)
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Advance Questions – Board Member Feedback



What can the FGUA doing less of this year? 
• Would appreciate any feedback from Senior Staff regarding any recommendations 

they may have on what could cut back
• Nothing comes to mind (X3)
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Advance Questions – Board Member Feedback



What can the FGUA be doing better? 
• Focus less on septic to sewer conversions and more on system capacity needs

• We have never told anyone “No” - but increasing concerns with meeting future 
capacity needs

• Nothing comes to mind (X5)
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Advance Questions – Board Member Feedback



How would you rate the work of the Board’s staff over the past year 
using the following scale:

(10 – Exceeds Expectations, 5 – Average, 0 – Unsatisfactory)
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Board Ratings: System Manager, Contract Operator, 
& Attorneys

Staff Ratings
Board

Member #1
Board

Member #2
Board

Member #3
Board

Member #4
Board

Member #5
Board

Member #6
Board

Member #7
Average

Score
Range of

Scores
System Manager 9.0 7.0 10.0 10.0 8.0 9.5 7.5 8.7 7.0 - 10.0
Contract Operator 8.0 9.0 10.0 9.0 10.0 9.0 7.5 8.9 7.5 - 10.0
Attorneys 9.0 10.0 10.0 10.0 10.0 9.5 7.5 9.4 7.5 - 10.0



Board Response Comment Themes
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• Evaluation of CIP funding and 
execution of bidding & construction 
costs.

• Seeking stability in FGUA 
leadership.

• Remain focused on future 
treatment  capacity needs.

• Feedback from staff on continuous 
improvements and options.

• Continued strong performance 
scores.



Feedback from Board Member 
Advance Interviews – Part III
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Advance Questions – Board Member Feedback
Given the volatility that exists in utility construction pricing, should the FGUA 
pursue alternatives in contracting for construction? We face the challenge of 
being awarded dollars to improve infrastructure yet receiving bids for services 
that are significantly higher than expected. What other models/approaches 
should be considered? 
• Possibly using the Progressive Design Build approach which involves a more fluid, 

phased process to provide room for making changes as needed to meet budget needs.
• Possibility of bulk/cooperative bidding procedures
• GMP and max component pricing on time and materials
• Potentially multi-phasing of proposed CIP projects to enable us to proceed with portions 

of projects vs. all at once approach
• Recognize that some of our grant funds and/or CDBG funding for eligible projects come 

with bidding requirements that may not result in lower and/or achieving engineer 
estimates
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Advance Questions – Board Member Feedback

Given the volatility that exists in utility construction pricing, should the FGUA 
pursue alternatives in contracting for construction? We face the challenge of 
being awarded dollars to improve infrastructure yet receiving bids for services 
that are significantly higher than expected. What other models/approaches 
should be considered? 

• Possible direct purchasing of materials to avoid sales taxes and address supply line 
challenges

• Ensure we include bid alternatives in our specifications (including different construction 
methods) to provide established options to consider in review/award of bids

• Cost Plus Model with contingency budget
• Not sure of the use of the term “significantly” – What is that occurring?
• Strive to make FGUA a desirable client/firm to work with to encourage bidders to be 

aggressive in their pricing
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Advance Questions – Board Member Feedback

Given the volatility that exists in utility construction pricing, should the FGUA pursue 
alternatives in contracting for construction? We face the challenge of being awarded 
dollars to improve infrastructure yet receiving bids for services that are significantly 
higher than expected. What other models/approaches should be considered? 

• Not doing anything that has not already been traditionally used in other public 
organizations in Pasco County

• Lee County is experiencing the same things as our sister Counties and are utilizing all of 
the typical approaches – Design Build, pre-ordering of materials, etc.

• We are experiencing the same issue. Design Build approach has helped, as have 
combining similar bid work to get economies of scale in pricing 

• More CMAR might help – We are seeing a shortage of qualified bidders to do our work, 
coupled with higher-than-expected unit pricing and delays in delivery of certain 
commodities
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Advance Questions – Board Member Feedback

Given the volatility that exists in utility construction pricing, should the FGUA pursue 
alternatives in contracting for construction? We face the challenge of being awarded 
dollars to improve infrastructure yet receiving bids for services that are significantly 
higher than expected. What other models/approaches should be considered?

•  Using Progressive Design Build models to lock in contractors but phase the projects into 
smaller segments. Guarantees the availability of a qualified contractor and has shortened 
some of our projects by up to 2 years
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• General agreement to consider 
alternative bidding approaches to save 
costs:
• Progressive Design-Build
• Phasing of CIP Projects
• Direct purchasing to avoid sales taxes
• Include bid alternatives in documents
• “Packaging” multiple CIP bids to 

encourage economies of scale and 
desirability to do business with FGUA.



With the growing statewide interest in groundwater protection and septic-sewer 
conversions, the FGUA has been relatively successful in securing State funds for 
this work in the Springs protection areas in American Beach and most recently in 
Lee County.  Is there anything more we can do to support this statewide priority?
• Doing some septic to sewer conversions in Flagler, but not through FGUA

• Possible needs along US1 corridor (both wells and septic) – Would like to see 
expansion of commercial development along corridor and perhaps FGUA could help 
secure state funding  as there are not currently any municipal services available in the 
corridor

• Equal amount of effort in other counties vs. Nassau and Lee Counties?

• Citrus is pursuing lots of conversions over multiple years on their own without FGUA 
assistance. Commission recently approved waving of permit fees and security deposits 
to encourage conversions. Too early to tell if that approach will work
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With the growing statewide interest in groundwater protection and septic-sewer 
conversions, the FGUA has been relatively successful in securing State funds for 
this work in the Springs protection areas in American Beach and most recently in 
Lee County.  Is there anything more we can do to support this statewide priority?
• Would be interested in seeing if FGUA could assist in identifying/securing state funding 

for septic to sewer conversions in Pasco County
• See earlier comments re: septic to sewer conversions

• FGUA is doing some of that work in Marion County. Perhaps marketing the service to 
FAC, FLC and at the Florida Water Resource Conference that is held in the spring

• Polk County is pursuing some septic to sewer conversions and is seeking grant dollars 
to assist. Supportive of FGUA advocating for such work given its importance and 
improvement to Florida’s groundwater quality

• Nothing comes to mind

Pa r t ne r i ng  w i t h  Loc a l  G ove r nm e nt s  t o  Re c r u i t ,  As s e s s  a nd  De ve l o p  I n n o va t i ve ,  Co l l a b o r a t i ve ,  Au t h e n t i c  L e a d e r s 50

Advance Questions – Board Member Feedback



Board Response Comment Themes

WWW.GOVERNMENTRESOURCE.COM 51

• Continued interest in FGUA 
identifying grant dollars to assist 
with conversions.

• Remain focused on treatment 
capacities to ensure we can absorb 
the growth that comes with 
conversions coupled with 
increased customer demand.

• Some FGUA members are 
pursuing conversions on their own.



Many governments around the State of Florida still do not know about the FGUA 
or what it does. Several governments have suggested that the FGUA more 
broadly communicate to local communities how it may help with utility issues. 
Do you feel we should more proactively promote FGUA services? If so, what 
other ways could FGUA possibly promote its services and/or assist Florida 
governments in solving utility problems? 
• Assume that FGUA is already involved/targeting FAC, FLC, and COGs to bring 

awareness of possible services and programs. 

• FGUA liaison who contacts local governments with updates for both current and 
new customers

• Possible public awareness campaign (quarterly or semi-annual newsletters/updates 
to customers) 
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Many governments around the State of Florida still do not know about the FGUA 
or what it does. Several governments have suggested that the FGUA more 
broadly communicate to local communities how it may help with utility issues. 
Do you feel we should more proactively promote FGUA services? If so, what 
other ways could FGUA possibly promote its services and/or assist Florida 
governments in solving utility problems? 
• Brand awareness with both FGUA and US Water as possible sponsors/participants 

in local/regional events – Community support is good

• Southwest Florida Ag Expo as an option – 5-6 counties participate 

• FGUA Poster Contests are good and well received

• FGUA is doing a good job with its current outreach. Market to private utilities as 
possible expansion markets
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Many governments around the State of Florida still do not know about the FGUA or 
what it does. Several governments have suggested that the FGUA more broadly 
communicate to local communities how it may help with utility issues. Do you feel 
we should more proactively promote FGUA services? If so, what other ways could 
FGUA possibly promote its services and/or assist Florida governments in solving 
utility problems? 
• Citrus County could be an expansion market for FGUA as there are hundreds of lots 

where other systems are nearby to development. The County used to regulate private 
systems but turned that over to the Florida PSC. Possible use of their data base to 
market FGUA to private utilities

• Not sure what FGUA is doing on social media platforms (Nextdoor, Facebook, X, 
Instagram) which might help spread the word. Also pursue forward facing information to 
customers and with other potential prospects

• We need FGUA to focus on meeting our future growth needs and capacities before 
looking to expand our footprint
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Many governments around the State of Florida still do not know about the FGUA 
or what it does. Several governments have suggested that the FGUA more 
broadly communicate to local communities how it may help with utility issues. 
Do you feel we should more proactively promote FGUA services? If so, what 
other ways could FGUA possibly promote its services and/or assist Florida 
governments in solving utility problems? 
• We appreciated the representation of FGUA in Marion County last year! Other 

promotional opportunities could be explored with AWWA, and FWRC
• Word of mouth by Board Members is a start. Outreach to Rual Water Association, 

AWWA, APWA, etc. Some Counties might have a data base of private utilities 
operating within their jurisdiction which could be a good resource for FGUA to market 
its services
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• Target smaller private utilities, perhaps 
through County or FL PSC databases.

• Engage with Florida Rural Water 
Association, Florida Branch of AWWA & 
other organizations to promote FGUA 
brand.

• Encourage “Peer to Peer” and “Word of 
Mouth” connections.

• Citrus County may have growth 
opportunities.

• Sponsorships and social media options.



Do you believe we have continued to be effective in addressing the most prevalent 
issue/complaint heard from customers regarding high rates with the balancing act 
of avoiding rate increases and/or reducing rates while maintaining financial 
strength and investing in system improvements?
• Taken steps to balance rates with infrastructure/system needs. Always looking for ways 

to improve – no real complaints

• Seek to leverage grants and loans where possible

• The CIP process is working to minimize future rate spikes. Inherited a bad situation in 
Flagler with previous Administration wanting to hold the line on rates  which led to 
challenges in maintaining the system with rising costs

• Does FGUA develop a Rate Stabilization Fund? If not, perhaps that approach would 
also mitigate future rate increases and sticker shock

Pa r t ne r i ng  w i t h  Loc a l  G ove r nm e nt s  t o  Re c r u i t ,  As s e s s  a nd  De ve l o p  I n n o va t i ve ,  Co l l a b o r a t i ve ,  Au t h e n t i c  L e a d e r s 57

Advance Questions – Board Member Feedback



Do you believe we have continued to be effective in addressing the most prevalent 
issue/complaint heard from customers regarding high rates with the balancing act 
of avoiding rate increases and/or reducing rates while maintaining financial 
strength and investing in system improvements?
• Maybe a campaign in each system with graph about “Where Your Rates Go” that could 

be interactive (Debt, Capital, R & R, LTC, Operations, Chemicals, Raw Water, etc.)

• Face it – most people don’t like paying their utility bill, but FGUA has done a good job in 
balancing customer expectations with system demands. I like the CPI adjustment 
approach, but we still need to meet bond covenants, system needs, etc.

• FGUA does a good job in balancing rates with system demands. We do not get much 
feedback from customers, so assume all is good on that front

• Too new on Board to fully address
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Do you believe we have continued to be effective in addressing the most prevalent 
issue/complaint heard from customers regarding high rates with the balancing act of 
avoiding rate increases and/or reducing rates while maintaining financial strength and 
investing in system improvements?
• Our rates are higher in Lee County than our surrounding areas, but not sure how we can 

hold the line on future rates while still needing to fund future growth and expansion of our 
treatment capacities

• Doing well with balancing competing interest in rates, and the CPI adjustments are working. 
That said, we need to continue to monitor our rates with the goal of trying to mitigate 
significant rate increases in any one year

• FGUA has demonstrated sound planning principles which have a direct correlation to rate 
structures, coupled with a successful track record of securing grants to help lower 
construction costs. Perhaps we need to do a better job of telling that story to our customers, 
and how much grant dollars have saved them? Recognize the fact that most FGUA systems 
were acquired as troubled systems requiring additional capital and operational support to 
meet regulatory needs, therefore our costs typically may be higher than other utility systems
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• FGUA manages its rates very well, 
given inherent challenges with systems.

• Inflationary CPI adjustments help.
• Grant funding has helped and need to 

communicate that value to our 
customers.

• Are Rate Stabilization Funds an option 
to reduce impact of future rate 
increases?

• Customer-facing portals with tools that 
show the components of utility rates.



What will need to happen in the upcoming year for you to view it as a 
successful year for FGUA?
• Nassau County projects closure; continued focus on improving service reliability; 

financial health; sustainability; cost management strategies vis-à-vis rates; resiliency; 
and conservation programs/information. 

• Exploration of possible new technologies that could improve efficiencies and/or reduce 
costs. Helping systems in Southwest Florida meet their growing demands

• Have we closed the American Beach project and the Lybass Property issue in 
Dunnellon?

• Matt Rihs has and continues to do an excellent job in addressing customer issues

• Continue to see completion of capital projects under budget and on time
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What will need to happen in the upcoming year for you to view it as a 
successful year for FGUA?
• Seek additional funding options to support our capital projects

• Will speak to historical FGUA Board Member – Too new on Board to address

• Alignment with our County regarding meeting future treatment capacities

• More stability in FGUA leadership

• Better handle and resolution of financial concerns and audit comments

• Securing additional funding to support capital programs and completing our 
current capital projects

• Execution of future CIP projects and be responsive when our systems may fail
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What will need to happen in the upcoming year for you to view it as a 
successful year for FGUA?
• Continue to improve our customer service and satisfaction scores

• Would like FGUA to explore and define its strategy in response to higher 
construction costs and bidding challenges. What are we going to do differently in 
preparing bids - CMAR, Progressive Design-Build, etc., coupled with possible 
phasing of large projects, and/or other options
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• Completion of capital projects.
• Exploration of efficiencies and 

technology to reduce costs.
• Meet future system treatment capacity 

needs.
• Continued success with grant awards.
• Stability with FGUA leadership.
• Resolution of financial and audit 

concerns.
• Explore and define strategy in response 

to higher construction costs and bidding 
challenges.
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Do We Have 
Consensus on 
FGUA’s Future 

Direction & 
Priorities?
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