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Hillsboro Water 
oversees three 
public water 
systems and 
serves a 
population of 
93,000 
customers



Lead and Copper Rule Revisions (LCRR)

optional logo here

Background
• Lead and copper enter drinking water primarily 

through plumbing materials
• Exposure to lead and copper may cause health 

problems

Lead and Copper Rule
• First established in 1991
• Continually revised by U.S. Environmental Protection 

Agency
• LCRR published in January 2021
• Oregon Administrative Rule for Service Line 

Inventory in 2023



Key Areas of 2021 LCRR Updates
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LCRR 
Updates



Water Service Line Definition
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LCRR Compliance Team
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Inter- & intra- departmental project

• Water Quality Group

• Water Resources Division

• Water Engineering – GIS

• Water Operations

• Information Services – GIS

• City Manager Office

• Communications

• Web Works



Live Public-Facing Inventory Map
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Customer Service Line Self-ID Program
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Program Goals:
• Identify as many service line materials as possible, 

specifically through customer engagement
• Empower customers to identify their service line material 

and report that information back to Hillsboro Water
• Provide assistance to all customers who cannot identify their 

own service line material



Customer Service Line Self-ID Handout
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Results Reporting Database



• 5 customers participated in pilot study 
• 3 customers submitted feedback about their 

participation experience
• Survey questions

• Did you use the English or Spanish 
instructions?

• How much time did reading the 
instructions, identifying the service line 
material, and completing the submittal 
form take?

• Did the instructions provide the 
necessary information to locate your 
service line?
• If no, please elaborate

• Were the service line identifications 
instructions clear and easy to follow?

Customer Service Line Self-Identification Pilot



Customer Service Line Self-ID Pilot Survey Results

• Five people participated in the pilot, two completed the survey.

• Responses indicated that the instructions were clear and easy to understand and provided 
participants with enough confidence to do the service line identification properly

• Neither participant had issues using the online submittal form

• One response expressed frustration with accessing the instructions online and preferred to 
use a paper copy

• Participants claimed they would complete the self-ID process if prompted by a mailer or other 
City outreach effort and preferred to complete the assessment alone, without the help from 
Hillsboro Water Staff

Pilot survey results analysis

• Include a link or QR code that allows participants to access mobile-friendly instructions such 
as an image or PDF

• Include and recommend in instructions that participants utilize Hillsboro Water Staff resources 
to aid in self-identification process

Program improvement recommendations:



Lessons Learned
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• Communicating highly technical information to customers can be difficult
• It’s valuable to have non-water folks review communication materials
• Knowledge from other utilities who have done similar projects is 

extremely valuable 
• Start small and scale the program as it improves over time

Source: AWWA Lead Communications Guide and Toolkit



Next Steps
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1. Utilize the City of Hillsboro’s Equity 
Toolkit to prioritize program launch 

2. Identify a group of 30-50 customers 
to launch program 

3. Continually improve the program 
based on community feedback and 
need



Questions?

Alyssa MacDonald – 
Alyssa.Macdonald@hillsboro-Oregon.gov 

Thank you!

Hillsboro-Oregon.gov/WaterLine 

mailto:Alyssa.macdonald@hillsboro-Oregon.gov
https://www.hillsboro-oregon.gov/our-city/departments/water/lead-information/service-line-inventory

	Slide 1
	Slide 2
	Slide 3
	Slide 4
	Slide 5
	Slide 6
	Slide 7
	Slide 8
	Slide 9
	Slide 10
	Slide 11
	Slide 12
	Slide 13
	Slide 14
	Slide 15
	Slide 16
	Slide 17

