Incident Communication Protocol
Water Operator Notification to Board of Commissioners & Notifications to Customers/Households
The Water Operator will notify the Board of Commissioners of operational issues based on the severity of the event and its potential impact on public health, water service, regulatory compliance, system infrastructure, or public confidence.
Level 1 – Routine Operational Issues
Routine issues include minor maintenance activities, small leaks, customer service matters, or other operational events that do not interrupt service or pose a risk to water quality.
Notification
· Included in the operator’s regular report to the Board.
· No notification to customers required.
Timing
· During the next regularly scheduled Board meeting or reporting cycle.

Level 2 – Operational Issues Affecting Service
Operational issues that affect a portion of the system or require operational response but do not pose an immediate threat to public health. Examples may include localized water main breaks, pump or equipment failure, or short-term service interruptions, and shortage of reservoir levels.
Notification
· Email or phone notification to the Board Chair and Commissioners.
· Board designate triggers email, text, and website notification to affected customers.
Timing
· Within 24 hours of discovery.

Level 3 – Significant System Incidents
Incidents that may affect water quality, regulatory compliance, or service to multiple customers. Examples may include boil water advisories, confirmed water quality violations, significant infrastructure failures, or incidents receiving media attention.
Notification
· Immediate phone or text notification to the Board Chair.
· Email notification to all Commissioners.
· Board designate triggers immediate phone or text notification to affected customers. Post on website.
Timing
· As soon as reasonably possible after discovery.

Level 4 – Emergency or Critical Events
Events that pose an immediate risk to public health, system integrity, or public safety. Examples may include confirmed contamination of the water supply, major system outages, natural disasters impacting water infrastructure, cybersecurity incidents, or serious accidents involving water system facilities.
Notification
· Immediate notification to all Commissioners by phone or text.
· Board designate triggers immediate phone or text notification to all customers. Message posted to website. 
Timing
· Immediate upon discovery.

Incident Information
When notifying the Board of significant or emergency incidents, the Water Operator should provide available information including:
· Nature of the incident
· Location of the issue
· Time discovered
· Estimated number of customers affected
· Actions taken to address the issue
· Regulatory notifications, if applicable
· Estimated timeline for resolution



