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BOARD OF COMMISSIONERS 
WORK SESSION 

M I N U T E S  

A work session of the Sunrise Water Authority Board of Commissioners was held on Saturday, 
October 4, 2025 at 8:00 a.m., at Sunrise Water Authority’s Administrative Office, 17563 SE 
Armstrong Ct., Happy Valley, OR 97015, and virtually via Zoom.   

Commissioners Present: Chris Hawes, Chair; Gary Barth, Vice Chair; Kevin Bailey, Secretary; Tim 
Chairet; Carl Anderson; Andy Coate; and Kevin O’Meara 

Commissioners Absent: None  

Staff Present: Wade Hathhorn, General Manager; Jamey Pietzold, Finance Director 

Staff Attending Remotely: None 

Visitors Attending Remotely: None  

CALL WORK SESSION MEETING TO ORDER 
Hawes called the work session to order at 8:00 a.m.  

PLEDGE OF ALLEGIANCE 

1. OVERVIEW AND STRATEGIC PRIORITIES 
Hawes invited each Commissioner to share their interests and priorities as part of a long-term look 
ahead for the organization.  The discussion led to a review of the organization’s mission, vision and 
values, which were presented by Hathhorn: 

Mission:  To provide a safe, reliable supply of water from an efficient, customer-focused 
organization. 
Vision:  To create a sustainable utility founded on excellence.   
Values:  Integrity, Excellence, Accountability, Transparency, Community 

Hathhorn went on to explain that these principles are embedded throughout agency policy, our 
employee manual, and staff performance evaluations.  Hathhorn further cited (from our employee 
manual) that, at Sunrise, “excellence is not a skill, it is an attitude” [adapted from Ralph 
Marston].  Coate suggested this phrase be shared more regularly with the Board and staff and that it 
might be placed on the wall in the Board room.   

2. DISCUSSION OF STRATEGIC PRIORITIES  
Hathhorn opened the discussion by sharing a “planning template” based on Harvard’s (Business 
School) Balanced Scorecard, where priorities are grouped into five main categories: customers, staff, 
finances, internal controls and assets (infrastructure).  Hathhorn shared copies of a “mind map” he 
created to help organize the discussion based on these categories (copy attached).  The discussion 
included the importance of performance monitoring and past practices related to key performance 
indicators (KPIs). 

Hathhorn went on to talk about the “major transition” ahead in appointing a new General Manager 
by year’s end and the “change” that it creates for the organization.  Hathhorn explained the general 
“impacts of uncertainty” on organizational performance and outcomes, citing the well-known 
principles of the J-curve (see below) which reveal that such changes will inevitably lead to an initial 
drop in performance before improving towards a common goal (or objective).  Hathhorn cautioned 
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the Board that it plays an important role in this transition, not only in the actual selection process, 
but also in its implementation.   
 

 
 
Moreover, the Board was asked to be purposeful in its path forward and to remain committed to its 
decision, acting as a collective group with a unified resolve.  

2.1 Customers 
The Board discussed priorities for its customers and their needs, including rates and affordability, 
billing accuracy, outreach and communications and satisfaction (noting the last formal customer 
satisfaction survey had been done more than 5 years ago – prior to Covid).  Discussion was also 
made of the need to expand automated meter reading (AMI/AMR).  Hathhorn went on to note that 
one of the most important factors in customer satisfaction is “resolution on first call” and that we 
currently don’t have a good way to measure that goal.  Moreover, a key factor is to minimize 
disruptions and loss of service.  Hathhorn noted the agency’s long-standing achievement of a “five-
nines” level of service – that being more than a 99.999% reliability in terms of the number of 
customer service-hours each year.  That is to say that disruptions to service are less than 0.001% of 
the total number of customer service-hours each year.   

2.2 Staff(ing) 
Hathhorn indicated that “staffing” has become the greatest threat to the future of the organization 
and that finding key staff, such as engineers, SCADA technicians and electricians, becomes more 
challenging every year.  The organization also needs a number of part-time roles to be filled 
including procurement, risk management, facilities and records management.  Coate noted that given 
the importance of this issue the organization consider hiring its own “internal recruiter.”  Hathhorn 
repeated his gratitude of the existing employees and their dedication to the organization.  Hathhorn, 
however, also cautioned the Board that every organization experiences the 20-60-20 rule, where 20% 
of the employees are “fully engaged”; 60% are “on-board” and 20% are “disgruntled.”  Hathhorn 
warned that the 20% who are “disgruntled” become even more “problematic” during times of 
important change.   

2.3 Finances 
The Board reaffirmed its commitment to continuing a financing strategy based on “cash reserves” 
and the effectiveness of eliminating costly commercial bonds (and related repayments).  The Board 
also indicated its continued interests in providing assistance to “customers in need” and the 
importance of the ongoing “bill assistance” program.  The Board reiterated its appreciation for the 
“strength” of the organization’s financial position.   

2.4 Assets 
Discussion ensued on the importance of updating our Capital Plan and related system maintenance.  
The Board emphasized its support for improving the seismic resiliency of key assets and their 
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interest in expanding operational storage, particularly aquifer storage and recovery wells.  The Board 
also expressed its concerns for the on-going lack of construction of key projects and a priority to 
advance the pace of capital construction.  Hathhorn explained that a draft of an updated Capital 
Plan will be presented later this month and that an updated Master Plan was scheduled for draft 
completion by the end of the year.   

2.5 Internal Controls 
Hathhorn presented an overview of the regulatory compliance requirements for our operations and 
the various risk management elements, including safety, insurance, and procurement.  The Board 
asked about various written policies or procedures and directed staff to place a priority on improving 
related documentation.    

General discussion followed.   

6. ADJOURN  
Hawes adjourned the work session at 11:58 a.m.  

 

             
CHRIS HAWES, CHAIR    KEVIN BAILEY, SECRETARY 
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