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tertiary sand filtration. The new plant 
was commissioned in 1993. 

In 2001, the plant installed the 
Enviroquip SymBio biological nitro-
gen removal process (Ovivo) and an 
automated blower control system. 
Plant equipment includes:

•	 Jones	&	Attwood	grit	removal	
(Ovivo)

•	 Spencer	 centrifugal	 blowers	
(250 hp) (Spencer Turbine Co.)

•	 Sanitaire	 fine-bubble	 diffus-
ers (Xylem)

•	 ESCOR	automated	blower	con-
trols with Limitorque valves 
(Flowserve Corp.)

•	 Tow-Bro	clarifiers	(Siemens)
•	 Aqua-Aerobic	traveling	bridge	

sand filters
•	 Komline-Sanderson	gravity	belt	

thickeners
•	 Alfa	Laval	centrifuges
Waste activated sludge is sent to the two gravity belt thickeners and is 

pumped to the centrifuges before being sent to landfill. Plant effluent dis-
charges to the Kyte River.

MOVING UP
When the new plant was complete, Cooper was promoted to assistant 

superintendent. “I also helped to get a pilot pretreatment program in place, 
even though it is not required by our EPA permit to have a pretreatment pro-
gram, and it isn’t EPA approved,” she says.

The pretreatment portion of the plant is an anaerobic lagoon that treats 
high-strength wastewater. “The former utility general manager called it the 
bladder,” Cooper says. “It’s a giant baggie that holds the wastewater, and the 
anaerobic bacteria break it down. During the days when it operated as 
designed, we got about 85 percent BOD removal. There was also a biogas sys-
tem that we used to flare off the excess gas.” 

The hog slaughtering operation and a yarn-dyeing factory have since 
closed, and the pretreatment system is no longer necessary. “The bladder is 
still in place, although it now acts as a primary clarifier,” Cooper says. “We get 
good solids removal, and a BOD removal of around 25 percent. The anaero-
bic lagoon supplies the bacteria for the phosphorus removal.”

In 1998 when Bollinger retired, Cooper was promoted to plant superin-
tendent. By then, she had extensive hands-on experience in operations, had 
completed the Sacramento wastewater course, and had earned her Class 1 in 
wastewater operations. In 2000, the city manager asked her to take on the 
water division, and after four years of learning that field, she received her 
Class C license in water operations. 

WASTEWATER TEAM
Her wastewater group comprises: Sharon Hawkins, lab technician A, 

with 12 years at the plant; Elaine Ahlberg, lab technician B, 9 years; Tom 
Lampley, lead operator, Class 2, 22 years; Greg Stechschulte, operator/main-
tenance, Class 2, 34 years; Jim Moore, operator/maintenance, Class 2, 22 
years; and operator/maintenance employees Shawn Mortenson, 3 years; 
Andrew Cunningham, 3 years; and Jesse Jones, 7 months.

Cooper trains new operators and meets monthly with her staff to discuss 
the status of planned projects and hear concerns. The operators maintain 
the plant, equipment and collection system. “Maintenance skills are a must,” 

says Cooper. “Tom Lampley recently 
installed a SCADA system for the 
plant. We contract out the major 
maintenance, such as replacing bear-
ings on the centrifuges.” 

Although the plant’s NPDES 
permit requires testing only once a 
week for most parameters, the lab 
generally tests three to four times a 
week. Technicians run a settleabil-
ity test and microscopic examina-
tion of the mixed liquor daily. They 
also perform additional process 
control testing on COD, phospho-
rus and alkalinity. The lab staff sam-
ples the receiving water upstream and downstream twice a month.

SOLVING PROBLEMS
Cooper’s favorite part of the job is process control matters, such as han-

dling sludge bulking problems, meeting ammonia limits in cold weather, and 
handling unexpected loading issues. She also loves solving problems. “One 
of the industrial plants in town dumped some chemicals down the drain, so 
there was a green liquid going to the receiving stream,” Cooper says. “We 
had to track where it came from by opening the manholes and backtracking 
the flow to the chemical source.” 

Cooper’s biggest challenge is being a manager. “Dealing with employee 
issues can be stressful, but I’ve learned to talk it out with the person, and 
never do it in anger,” she says. Her management philosophy is to empower 
her employees to make decisions and not be afraid to make mistakes. 

“It may not always end up being done their way, and sometimes it’s got to 
be done my way,” Cooper says. “But I think my employees would say they 
enjoy the job, and they all support each other.” 

A forced merger of the water and wastewater divisions created some ten-
sion as wastewater employees had to make room for the water staff, and the 
water equipment had to be moved to the wastewater site. “This has worked 
out over time, and the water operators now help the wastewater operators, 
and vice versa,” says Cooper.

(continued)

Alfa Laval technician Marty 
Davidson, left, and Kathy Cooper 
observe the polymer feed system.

A METTLER TOLEDO balance  
is used to weigh crucibles for  
TSS testing.
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EFFECTIVE TROUBLESHOOTING
Nutrient removal, of course, is essential to meeting state standards for 

advanced treatment and producing product water that can be recycled to the 
community. The Big Coppitt team has developed a checklist of troubleshoot-
ing steps to make sure the system meets nitrification-denitrification stan-
dards. The key is extensive monitoring of alkalinity, pH, ammonia nitrogen 
and nitrates.

“We start by sampling for these in the idle phase, to see what’s left from 
the last cycle, and we use that as a starting point for the next batch,” says 
Coley. At the end of the mixed fill cycle, the plant staff samples again while 
monitoring for DO and ORP. These values in turn give a good indication of 
the amount of nutrient removal being achieved and whether cycle times 
need to be changed.

The same parameters are sampled in the oxic cycles to determine the 
proper amount of aeration, and in the anoxic and react cycles to confirm 
denitrification and BOD removal. The sampling and monitoring also help the 
plant optimize biological phosphorus removal throughout the steps, without 
degrading nitrification-denitrification. The addition of aluminum sulfate 
between the sand filters polishes off any remaining phosphorus.

In the end, however, it is the bugs that really tell the treatment story at 
Big Coppitt. Pfiester’s staff performs a visual inspection of the plant biology 
every day. “We look at all our indicators — where we are on food-mass  
ratio, floc structure, floc color, filamentous growth,” Pfiester says. “We iden-
tify the organisms we want to maintain, or increase, or decrease. We don’t try 

to eradicate filaments, rather control them. Filaments are very good BOD 
removers and also help produce a very clear effluent. 

“We run the plant with the microscope, rather than just turn the air on 
and run the equipment. It’s a mixture of art and science.”  

 

“We look at our bugs every day with our micro-

scope. It helps us stay proactive and really see 

what is going on in our mixed liquor. This is really  

a bug farm, and our job is to grow a good crop.”
TOM PFIESTER

Lead operator Teddy Knowles views a microscopic sample on an LCD  
screen mounted on the wall. The screen is used for training and tours, and as  
a resource when it helps to have more than one set of eyes to evaluate micro-
biology and decide on process decisions.

A microorganisms chart from Tetra Tech is a quick-reference tool that helps 
plant personnel identify the F/M ratio and regularly make wasting decisions.

Andritz Separation, Inc.
800/433-5161
www.andritz.com

Aqua-Aerobic Systems, Inc.
800/940-5008
www.aqua-aerobic.com
(See ad page 52)

ASA Analytics
800/665-7133
www.asaanalytics.com

Hach Company
800/227-4224
www.hach.com

Invensys Operations Management
949/727-3200
www.wonderware.com

more info:
Kaeser Compressors, Inc.
540/898-5500
www.kaeser.com
(See ad page 11)

Parkson Corporation
888/727-5766
www.parkson.com

Severn Trent Services
866/646-9201
www.severntrent.com

Tetra Tech, Inc.
626/351-4664
www.tetratech.com
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I think there may be an imaginary place  — a time or a crossroad 
of life — where some of us unconsciously decide to take the 
path toward operations, and others toward engineering. I’d like 

to share this perspective.
I’ve worked in the wastewater treatment field 28 years, at a vari-

ety of treatment plants in various positions. I have found in common 
at every facility the negative opinion operators and engineers hold 
about each other. I’ve been fascinated (and sometimes disheart-
ened) at the low esteem in which some operators hold engineers, 
and vice versa.

Not every operator dislikes engineers, and plenty of engineers 
get along quite well with operators. But it seems these folks are a 
minority. I’ve concluded that this may be due to different modes of 
thinking. Perhaps my experience will illustrate.

STRUGGLES WITH MATH
When I started in wastewater treatment, I found that the algebra 

I couldn’t grasp in high school suddenly made sense, as I could apply 
it to the world of biomass. Today I teach treatment plant operators 
and trainees all aspects of the profession, including math, and I really 
enjoy helping operators ‘get it.’

Because I enjoy teaching and learning, I decided to become more 
proficient as a trainer, especially with chemistry. My wife and I enrolled 

at a local college, and now, two nights per week, I sit in class with a 
few other adult learners, along with students just beginning their  
college careers. 

I find the math is still somewhat difficult and not always clear. 
During a discussion with our instructor, one student made an anal-
ogy using grapes. What he said made complete sense to me, but our 
teacher said no — he was incorrect because he wasn’t following 
some basic math rules. Specifically, when a number has an exponent 
of zero, the result is always 1. (40 = 1, or 500 = 1). As in this case, 
some math rules don’t seem to make sense — but they are the rules.

This was where I happened upon the imaginary breakpoint, or 
crossroads, between operators and engineers. Operators see things 
logically; engineers can see things mathematically, or theoretically. 

I discussed this concept with my wife and she replied: “Yes, that’s 
right. Think about an ant. An ant can carry many times its own body 
weight, much more than a human can. It doesn’t seem logical that it 
could, but it can. We can use math to explain the structure of the ant 

and its ability to carry so much weight. 
“It’s the same if an ant falls off a desk. The desk is thousands of 

times taller than the ant, but when he lands on the ground, he still 
goes about his ant business. If a man falls the same proportional dis-
tance, he goes splat on the ground. We can explain this mathemati-
cally, even though it doesn’t seem logical.”

REACHING THE FORK
At some random point in life, we may reach a fork in the path of 

education. I believe that when learning math, a person sees things 
either logically (like an operator) or conceptually (like an engineer). 
A person who can think theoretically can see the equations and alge-
bra as they are taught, and the subject comes relatively easy. That’s 
not the case for others.

For instance, when my high school algebra teacher wrote the 
equation x = a + b, and told us to substitute some number for a and 
b, I was immediately lost: Why not just put the numbers in the equa-
tion, instead of using letters? Letters are letters and numbers are 
numbers, I thought. But most classmates followed along with little to 
no problem. 

It seems that as engineers follow a higher educational path 
through life, and as operators gain their real-world experience, the 
division between them becomes greater. At some point, operators 

begin believing that engineers don’t 
know how to operate a treatment plant 
and don’t have any common sense. Engi-
neers begin believing that operators 
don’t have the same level of education 
and therefore are not qualified to design 
a treatment plant, suggest improve-

ments, or make operational decisions.
Operators think engineers won’t listen to their ideas; engineers 

think operators lack the knowledge to understand why some of their 
ideas won’t work. These two cultures exist today and can cause prob-
lems with the operation of a treatment plant. 

THEORY AND REALITY
An article describing several specific examples of these problems 

appeared in the December 2010 issue of TPO magazine. Written by 
engineers, plant supervisors and operators, the article included this 
sentence: “Better communication between operators and engineers 
can mean more people-friendly treatment plant designs.”

A good friend who is an engineer once told me that most engi-
neers are good at math and can calculate almost anything. “Design-
ing a treatment plant to handle a known amount of gallons with a 
known organic strength, to meet known effluent standards, and to 
continue to meet these standards at high flows, comes easy to engi-

Where the Roads Diverge
WHY ARE ENGINEERS AND OPERATORS OFTEN AT ODDS? THE REASON
MAY HAVE TO DO WITH DIFFERENT WAYS OF THINKING AND SEEING THE WORLD

By Ron Trygar, CET

PERSPECTIVE

We obviously have different skill sets, yet each profession depends on the 

other to accomplish a common task. Communication is a two-way street,  

and it works best when we listen to what is being said. 

neers since it is all based in math,” she observed. 
“But when microbiology is added to this equation, the math gets 

a little fuzzy. Poor-settling sludge due to bacteriological bulking is dif-
ficult to calculate, and therefore the clarifiers might not work as 
designed.”

That’s where plant operators seem to excel: They have a unique 
ability to make the plant work, no matter how it’s designed. Opera-
tors can literally make or break an engineer’s brilliant design. A pro-
fessional engineer recently shared his view on this: “An aerospace 
engineer can design a wonderful aircraft, but it takes trained pilots to 
make the plane fly.” 

TOWARD COMMON AIMS
So what’s the point of all this? If we are to achieve the common 

goal of clean water and environmental protection, we must all work 
together. By seeing where we come from and how we arrived at where 
we are today, we can move forward with a better understanding. 

We obviously have different skill sets, yet each profession depends 
on the other to accomplish a common task. Communication is a two-
way street, and it works best when we listen to what is being said. 

If we choose to continue with negative opinions of each other 
and communicate poorly as a result, we all lose, and the environment 
suffers. So let’s begin listening, showing a little respect for each oth-
er’s profession and opening the lines of communication. In the end, 
we’ll all reap the rewards of well-designed and operated treatment 
plants that achieve compliance at minimal cost. 

ABOUT THE AUTHOR
Ron Trygar is senior training specialist in water and waste-

water at the University of Florida TREEO Center and a certified 
environmental trainer (CET). He can be reached at rtrygar@treeo.
ufl.edu.   
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Reclaiming wastewater for reuse in irrigation is a great and 
increasingly widespread policy. But what if no one is signing 
up to use the reclaimed water?

The city of Pompano Beach, Fla., faced that challenge in recent years 
after launching a residential water reuse program to go along with its 
successful commercial offering. Homeowners were reluctant to sign 
on because they perceived the up-front connection cost as too high 
and disliked the headache of contracting for the hookup on their own.

To remedy that, the city turned to a marketing program that 
combines creative pricing and service with a promotional campaign 
targeting the limited number of customers in areas where the reuse 
water distribution system is in place.

The program generated interest almost immediately — within a 
month and a half after its launch in July, the city (population 104,000) 
had received nearly 100 requests for reuse water and had more than 
50 of them essentially ready to connect.

Don Baylor, the city’s water reuse plant superintendent, and 
Maria Loucraft, lab manager and also charged with special projects, 
talked about the program, which operates under the banner of “I 
Can Water,” in an interview with Treatment Plant Operator.

: What is the history of the city’s water reuse program?
Loucraft: We call the reclaimed water system OASIS — Our 

Alternate Supply Irrigation System. Pompano Beach doesn’t have a 
wastewater treatment plant. We send our wastewater to Broward 
County, and then we take some of the secondary effluent from them 
as it is headed out toward the ocean outfall. We bring it into our 
reuse facility, where it receives some additional filtration and disin-
fection and then use it for irrigation. 

Baylor: The Pompano Beach tertiary treatment process uses 
sand media upflow filters for particulate removal, followed by chlori-
nation. The daily flow of the plant is 2 mgd, the total capacity is 7.5 
mgd, and it has physical capacity to upgrade to 12.5 mgd. 

: Who are the primary reuse water customers?
Baylor: Our long-time customer is the City of Pompano Beach 

Golf Course, which has two 18-hole courses. We have also watered 

median strips around the Pompano Beach airport, as well as several 
parks and playing fields in that same general area.

: How did the residential water reuse program begin? 
Loucraft: A number of years ago, the golf course over-pumped 

its groundwater wells. When they went to the water management dis-
trict for their consumptive use permit, they were denied unless 
reclaimed water could be made available. When the city went in 
shortly after to ask for its consumptive use permit for the drinking 
water wells, we were forced to put in a reuse water facility, which we 
built in 1989. 

Part of our consumptive use permit stipulated 
that we needed to provide irrigation to residential 
customers. We began building the residential system 
in 2003, but we didn’t get a lot of demand from resi-
dential customers. 

: Why would you say there was resistance 
from the residential sector?

Loucraft: We didn’t make connections mandatory, and people 
weren’t connecting because of the up-front cost to connect and 
because of the private site work that had to be done on their prop-
erty. Besides the connection, they needed backflow prevention and 
a thermal expansion device. That typically cost from $500 to $1,000, 
depending on layout of property. 

We have more than 300 existing customers, including the city 
accounts and commercial accounts that are required to hook up. But 
until this year, we only had 73 residential customers. Meanwhile, we 
are adding about 10,000 feet of pipe per year to the reuse water dis-
tribution system, and that translates to about 200 more homes per 
year that could be brought online. As it stands today, our system 
could accommodate about 1,200 residential customers. 

: What was the thought process behind the “I Can Water” 
campaign?

Closing the Deal
A CLEVER MARKETING PROGRAM HELPS POMPANO BEACH 
PERK UP DEMAND FOR ITS RESIDENTIAL REUSE WATER  
AND BUILD UP THE BASE OF CUSTOMERS

By Ted J. Rulseh
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Don Baylor and Maria Loucraft with one of the six-foot banners  
promoting the OASIS “I Can Water” campaign. 

“We didn’t make connections mandatory, and people weren’t 

connecting because of the up-front cost to connect and because 

of the private site work that had to be done on their property.”
MARIA LOUCRAFT

Loucraft: On seeing that the customers weren’t connecting, the 
city commission directed us to find a better approach. They allowed us 
to come up with a new, more creative way to connect those customers. 

What we came up with was hiring a contractor who would oversee 
the work on the customers’ private properties, while the city would 
take care of financing for that and recover it through the reuse water 
rates structure. So now the up-front cost to homeowners is nothing. 

The rate for new connections went up a little bit compared to the 
rate for existing reuse customers. So to reward those existing cus-
tomers who had hooked up and paid their own money up front, we 
are taking over their backflow device so they no longer have to go 
through annual checks, and we are keeping them at the lower rate. 

It’s quite a bit of cost to connect each customer, but we also have 
received a grant from Broward County. They’ve offered us up to $220,000 
to assist us with the connection costs. So 
we have partners in this.

: How do the rates for reuse water 
and potable water compare? 

Baylor: The residential rate for existing 
customers is 61 cents per 1,000 gallons, and 
the rate for new customers is 84 cents per 
1,000 gallons. In both cases there is an addi-
tional $7.88 per month availability fee. Pota-
ble water rates start at $2.24 per 1,000 gallons, and most customers 
pay an availability fee of $12.88 per month. Our rates are tiered for 
conservation and also depend on meter size.

: How was the marketing and promotion campaign put 
together?

Loucraft: “I Can Water” is the marketing side of the program. 
That was approved by the commission in July, so we are in the first 
stages. 

The marketing was very important to us because we are pretty 
much left-brain, technical people here. We needed advice from 
someone on the outside who thinks more like the public. We hired 
Environmental PR Group. We described the program to them, and 
they came up with marketing approaches.

: Why did you choose “I Can Water” as the catch phrase?
Loucraft: We’re under water restrictions here in South Florida 

and we thought that by saying we can actually provide the freedom 
to water, that would be a catchy way for people to remember the 
program.

Baylor: People can use reuse water a lot more often than they 
can use potable water for irrigating their lawns. There’s a minimal 
time frame in which you can use potable water. It’s two days a week 
depending on your address. On the other hand, they can use reuse 
water any day of the week, except they can’t use water between 10 
a.m. and 4 p.m. That’s the hottest part of the day, and Broward 
County issued that restriction for the sake of water efficiency. 

: What are the components of the promotional campaign?
Loucraft: We have a slide presentation on Pompano Beach local 

access cable TV. There is a website at www.icanwater.com. We have a 
hotline where people can call and leave their name and number so 
that they can be hooked up. 

We have sent out three sets of mailers to the eligible customers. 
Six-foot banners have been placed at strategic locations. There’s one 
at the golf course and one at one of the city customer service centers, 
and one travels with our presentations. We have a booth at commu-
nity events, and we’re starting a series of homeowner association 
meetings.

Baylor: We’ve also issued press releases to local media, and our 

utilities director, Randy Brown, has given interviews to local media.

: What has been the cost of the promotional activities?
Loucraft: The marketing program hasn’t cost us a lot so far. 

Even including the development of our Web page, I don’t think we 
have even reached $30,000.

: How many people are you targeting to connect through 
this program?

Loucraft: We would love to reach a total of 1,200 residential cus-
tomers in another two years. Our goal is to reach 750. We would con-
sider 750 a success. That would represent 92.4 million gallons per 
year in potable water savings from about 700 new hookups, or 0.25 
mgd of increase in reuse water distribution. 

: What has been the reaction to this program so far? What 
are you seeing in terms of interest?

Loucraft: There is a lot of interest. We have received a lot of 
calls. People are very eager and excited about the program. We’re 
hoping to keep it running smoothly and keep firing ahead. We hope 
people don’t get impatient with us, because they want it yesterday. 

Baylor: We have 52 residential customers for whom we already 
have plumbers’ quotes and are in the queue for connecting. We have 
another 40 or so who have asked us to contact them with informa-
tion and pricing.

: Besides the promotional program, what do you think 
accounts for this increase in acceptance of the residential reuse 
program?

Loucraft: People are excited because now the connection is 
being done for them and they don’t have the up-front costs. In the 
past they had to hire their own plumber. A lot of cities still do it that 
way. This is a bit different. Our goal was to make it no problem at all 
for the customers. They sign one form that allows us to work on their 
property, and after that we want no headaches whatsoever for them.

: How do you physically make the connection to the house? 
Loucraft: It’s connected directly to their irrigation system. We 

also have to make sure that backflow prevention is installed on the 
potable side and then an expansion device is installed. For people 
who don’t have irrigation systems, we want to serve them as well, so 
we have come up with a prototype for a hose bib. Some restrictions 
go with that. It has to be in front of the home. It has to be lockable. 
We have to meet the state regulations with it. But that option is there 
for people who don’t have in-ground systems.

: Looking at the bigger picture, are there any other bene-
fits to the residential reuse program?

Baylor: Yes, there is one really good side benefit. If you were to 
look on a map at the saltwater intrusion line that follows the eastern 
coast of Florida, you would see that line take a significant dip to the 
east right where we’re supplying this reuse water. We’re protecting 
the groundwater farther to the west, which is where one of our well 
fields is located. This reuse water is actually helping to protect our 
drinking water supply.  
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“If you were to look on a map at the saltwater intrusion line that follows 

the eastern coast of Florida, you would see that line take a significant 

dip to the east right where we’re supplying this reuse water. This reuse 

water is actually helping to protect our drinking water supply.”
DON BAYLOR
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Reclaiming wastewater for reuse in irrigation is a great and 
increasingly widespread policy. But what if no one is signing 
up to use the reclaimed water?

The city of Pompano Beach, Fla., faced that challenge in recent years 
after launching a residential water reuse program to go along with its 
successful commercial offering. Homeowners were reluctant to sign 
on because they perceived the up-front connection cost as too high 
and disliked the headache of contracting for the hookup on their own.

To remedy that, the city turned to a marketing program that 
combines creative pricing and service with a promotional campaign 
targeting the limited number of customers in areas where the reuse 
water distribution system is in place.

The program generated interest almost immediately — within a 
month and a half after its launch in July, the city (population 104,000) 
had received nearly 100 requests for reuse water and had more than 
50 of them essentially ready to connect.

Don Baylor, the city’s water reuse plant superintendent, and 
Maria Loucraft, lab manager and also charged with special projects, 
talked about the program, which operates under the banner of “I 
Can Water,” in an interview with Treatment Plant Operator.

: What is the history of the city’s water reuse program?
Loucraft: We call the reclaimed water system OASIS — Our 

Alternate Supply Irrigation System. Pompano Beach doesn’t have a 
wastewater treatment plant. We send our wastewater to Broward 
County, and then we take some of the secondary effluent from them 
as it is headed out toward the ocean outfall. We bring it into our 
reuse facility, where it receives some additional filtration and disin-
fection and then use it for irrigation. 

Baylor: The Pompano Beach tertiary treatment process uses 
sand media upflow filters for particulate removal, followed by chlori-
nation. The daily flow of the plant is 2 mgd, the total capacity is 7.5 
mgd, and it has physical capacity to upgrade to 12.5 mgd. 

: Who are the primary reuse water customers?
Baylor: Our long-time customer is the City of Pompano Beach 

Golf Course, which has two 18-hole courses. We have also watered 

median strips around the Pompano Beach airport, as well as several 
parks and playing fields in that same general area.

: How did the residential water reuse program begin? 
Loucraft: A number of years ago, the golf course over-pumped 

its groundwater wells. When they went to the water management dis-
trict for their consumptive use permit, they were denied unless 
reclaimed water could be made available. When the city went in 
shortly after to ask for its consumptive use permit for the drinking 
water wells, we were forced to put in a reuse water facility, which we 
built in 1989. 

Part of our consumptive use permit stipulated 
that we needed to provide irrigation to residential 
customers. We began building the residential system 
in 2003, but we didn’t get a lot of demand from resi-
dential customers. 

: Why would you say there was resistance 
from the residential sector?

Loucraft: We didn’t make connections mandatory, and people 
weren’t connecting because of the up-front cost to connect and 
because of the private site work that had to be done on their prop-
erty. Besides the connection, they needed backflow prevention and 
a thermal expansion device. That typically cost from $500 to $1,000, 
depending on layout of property. 

We have more than 300 existing customers, including the city 
accounts and commercial accounts that are required to hook up. But 
until this year, we only had 73 residential customers. Meanwhile, we 
are adding about 10,000 feet of pipe per year to the reuse water dis-
tribution system, and that translates to about 200 more homes per 
year that could be brought online. As it stands today, our system 
could accommodate about 1,200 residential customers. 

: What was the thought process behind the “I Can Water” 
campaign?

Closing the Deal
A CLEVER MARKETING PROGRAM HELPS POMPANO BEACH 
PERK UP DEMAND FOR ITS RESIDENTIAL REUSE WATER  
AND BUILD UP THE BASE OF CUSTOMERS

By Ted J. Rulseh
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Don Baylor and Maria Loucraft with one of the six-foot banners  
promoting the OASIS “I Can Water” campaign. 

“We didn’t make connections mandatory, and people weren’t 

connecting because of the up-front cost to connect and because 

of the private site work that had to be done on their property.”
MARIA LOUCRAFT

Loucraft: On seeing that the customers weren’t connecting, the 
city commission directed us to find a better approach. They allowed us 
to come up with a new, more creative way to connect those customers. 

What we came up with was hiring a contractor who would oversee 
the work on the customers’ private properties, while the city would 
take care of financing for that and recover it through the reuse water 
rates structure. So now the up-front cost to homeowners is nothing. 

The rate for new connections went up a little bit compared to the 
rate for existing reuse customers. So to reward those existing cus-
tomers who had hooked up and paid their own money up front, we 
are taking over their backflow device so they no longer have to go 
through annual checks, and we are keeping them at the lower rate. 

It’s quite a bit of cost to connect each customer, but we also have 
received a grant from Broward County. They’ve offered us up to $220,000 
to assist us with the connection costs. So 
we have partners in this.

: How do the rates for reuse water 
and potable water compare? 

Baylor: The residential rate for existing 
customers is 61 cents per 1,000 gallons, and 
the rate for new customers is 84 cents per 
1,000 gallons. In both cases there is an addi-
tional $7.88 per month availability fee. Pota-
ble water rates start at $2.24 per 1,000 gallons, and most customers 
pay an availability fee of $12.88 per month. Our rates are tiered for 
conservation and also depend on meter size.

: How was the marketing and promotion campaign put 
together?

Loucraft: “I Can Water” is the marketing side of the program. 
That was approved by the commission in July, so we are in the first 
stages. 

The marketing was very important to us because we are pretty 
much left-brain, technical people here. We needed advice from 
someone on the outside who thinks more like the public. We hired 
Environmental PR Group. We described the program to them, and 
they came up with marketing approaches.

: Why did you choose “I Can Water” as the catch phrase?
Loucraft: We’re under water restrictions here in South Florida 

and we thought that by saying we can actually provide the freedom 
to water, that would be a catchy way for people to remember the 
program.

Baylor: People can use reuse water a lot more often than they 
can use potable water for irrigating their lawns. There’s a minimal 
time frame in which you can use potable water. It’s two days a week 
depending on your address. On the other hand, they can use reuse 
water any day of the week, except they can’t use water between 10 
a.m. and 4 p.m. That’s the hottest part of the day, and Broward 
County issued that restriction for the sake of water efficiency. 

: What are the components of the promotional campaign?
Loucraft: We have a slide presentation on Pompano Beach local 

access cable TV. There is a website at www.icanwater.com. We have a 
hotline where people can call and leave their name and number so 
that they can be hooked up. 

We have sent out three sets of mailers to the eligible customers. 
Six-foot banners have been placed at strategic locations. There’s one 
at the golf course and one at one of the city customer service centers, 
and one travels with our presentations. We have a booth at commu-
nity events, and we’re starting a series of homeowner association 
meetings.

Baylor: We’ve also issued press releases to local media, and our 

utilities director, Randy Brown, has given interviews to local media.

: What has been the cost of the promotional activities?
Loucraft: The marketing program hasn’t cost us a lot so far. 

Even including the development of our Web page, I don’t think we 
have even reached $30,000.

: How many people are you targeting to connect through 
this program?

Loucraft: We would love to reach a total of 1,200 residential cus-
tomers in another two years. Our goal is to reach 750. We would con-
sider 750 a success. That would represent 92.4 million gallons per 
year in potable water savings from about 700 new hookups, or 0.25 
mgd of increase in reuse water distribution. 

: What has been the reaction to this program so far? What 
are you seeing in terms of interest?

Loucraft: There is a lot of interest. We have received a lot of 
calls. People are very eager and excited about the program. We’re 
hoping to keep it running smoothly and keep firing ahead. We hope 
people don’t get impatient with us, because they want it yesterday. 

Baylor: We have 52 residential customers for whom we already 
have plumbers’ quotes and are in the queue for connecting. We have 
another 40 or so who have asked us to contact them with informa-
tion and pricing.

: Besides the promotional program, what do you think 
accounts for this increase in acceptance of the residential reuse 
program?

Loucraft: People are excited because now the connection is 
being done for them and they don’t have the up-front costs. In the 
past they had to hire their own plumber. A lot of cities still do it that 
way. This is a bit different. Our goal was to make it no problem at all 
for the customers. They sign one form that allows us to work on their 
property, and after that we want no headaches whatsoever for them.

: How do you physically make the connection to the house? 
Loucraft: It’s connected directly to their irrigation system. We 

also have to make sure that backflow prevention is installed on the 
potable side and then an expansion device is installed. For people 
who don’t have irrigation systems, we want to serve them as well, so 
we have come up with a prototype for a hose bib. Some restrictions 
go with that. It has to be in front of the home. It has to be lockable. 
We have to meet the state regulations with it. But that option is there 
for people who don’t have in-ground systems.

: Looking at the bigger picture, are there any other bene-
fits to the residential reuse program?

Baylor: Yes, there is one really good side benefit. If you were to 
look on a map at the saltwater intrusion line that follows the eastern 
coast of Florida, you would see that line take a significant dip to the 
east right where we’re supplying this reuse water. We’re protecting 
the groundwater farther to the west, which is where one of our well 
fields is located. This reuse water is actually helping to protect our 
drinking water supply.  
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“If you were to look on a map at the saltwater intrusion line that follows 

the eastern coast of Florida, you would see that line take a significant 

dip to the east right where we’re supplying this reuse water. This reuse 

water is actually helping to protect our drinking water supply.”
DON BAYLOR






























