
 
 
 
 
 
 
 

 
DATE:  July 2, 2020  
 

TO: Mayor and City Council 
 
FROM: Graham Mitchell, City Manager 
 
SUBJECT: Public Outreach and Education for Sewer Billing Transition  
 

 
Following the May 12, 2020 adoption of Resolution No. 051-20, to place sewer billing on the San 
Diego County Tax Roll, City staff created a comprehensive public outreach strategy to educate 
the public about this change and how it will streamline the billing process and achieve savings.  I 
want to provide an update of our outreach efforts.  Since last Friday, the City has fielded 
approximately 300 phone calls and about 120 emails. 

The following methods, in no particular order, are identified by approach and an expected date of 
implementation, if the task is not complete: 

Graphics 

o Created standardized branding across collaterals for flyers, videos, digital ads, website 
and social media. 

Videos 

o Created 30-second videos in English, Arabic, and Spanish. These language-specific 
videos have been published on a scroll at the top of the sewer billing webpage and on the 
City’s YouTube account. 

o The videos will be posted on social media in the upcoming weeks and will be used in future 
advertising efforts. 

Website 

o www.cityofelcajon.us/sewer was redesigned, for easier navigation, by creating new side 
links to pages and visual buttons.   

o A GIS Lookup Tool was built to allow customers to search by address, APN, or sewer 
account number to retrieve billing information.  

o A Sewer Billing webpage was formed with additional visual buttons redirecting customers 
to newly-created pages, including: Property Owners, Renters, HOAs, and the Sewer 
Account Lookup Tool.  

o An FAQ page was created with two categories: (1) Tax Roll Transition; and (2) Sewer 
Billing Prior to July 1, 2020.  The FAQs are updated as staff receives additional inquires 
via email, telephone, voicemail, and comments on social media. 

 

M E M O R A N D U M 

https://sandiego.networkofcare.org/mh/services/agency.aspx?pid=PsychiatricEmergencyResponseTeamPERT_61_2_0
https://sandiego.networkofcare.org/mh/services/agency.aspx?pid=PsychiatricEmergencyResponseTeamPERT_61_2_0
http://www.cityofelcajon.us/sewer


 

Notices 

o Notices of the sewer billing transition, public hearing, and tax roll charges were sent to 
landlords and tenants on June 23, 2020. 

o Separate notices were created and will be sent to entities that have multiple owners with 
one or more meters and where it is not possible to break down the sewer bill without 
additional information (condominiums, mobile home parks, HOAs, business associations, 
etc.).  As with landlords and tenants, this notice included information about the sewer 
billing transition, public hearing, and sewer charges. Entities were asked to complete an 
online questionnaire to allow the City to determine if these entities will be placed on future 
tax rolls or continue to be hand-billed.  These notices are scheduled to be sent on July 2, 
2020.  

o Hand-bill notices were created for agencies and properties that do not receive a tax bill 
(school districts, City property, county properties, or no APN).  As with landlords and 
tenants, this notice included information about the sewer billing transition, public hearing, 
and sewer charges.  These notices are scheduled to be sent on July 2, 2020.  

o Notice of the public hearing is scheduled to print in the Gazette on July 2, 2020 and July 
9, 2020. 

o A Sewer Billing Update is scheduled to print in the August 2020 Gateway publication. 

Social Media 

o The updated graphics and information were placed on various City platforms, including: 
Facebook, Twitter, Instagram, and YouTube. 

o “New Sewer Bill” and “Sewer Billing Update” postings were published on June 25, 2020 
and July 1, 2020. Future postings will be published on an as-needed basis. 

o Pixel coding was added to the City’s website on July 1, 2020, to use in the digital outreach 
campaign.  In a few weeks, staff can analyze the performance data and make adjustments 
to increase the efficiency in order to reach the target audience—sewer account holders in 
the City.  

 
Attached are the illustrations of the public outreach campaign that have been created.  If you have 
any questions about these efforts, please let me know.   

 
Attachment 
 
cc:  Vince DiMaggio, Assistant City Manager 
       Yazmin Arellano, Interim Public Works Director 
 
 
 
 

 

 

 

 

 



 

 
Attachments to Internal Memo dated July 1, 2020 
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www.cityofelcajon.us/sewer 



 

 
 
 
 
 
 
 



Sewer Billing Page 
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FAQ “Tax Roll Transition” 
 

 
 
 
 
 
 



FAQ “Sewer Billing previous to July 1, 2020” 

 
 
 


