
Denver Water and Contractor Responsibility Matrix and Expectation Guidelines  

Effective customer outreach is critical to the success of the project. Customer outreach work shall be a 

joint effort between the OWNER (Denver Water) and CONTRACTOR.  A clear understanding of the roles 

and responsibilities is essential to executing the customer outreach tasks.  The following table shows 

who shall be responsible for each task 
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A Responses to Customer Complaints / Inquiries X

B Create impacted customer address list X

C 30-45 Day Project Notice Creation X

D 30-45 Day Project Notice Distribution X

E Two-Day Door Hanger Creation X

F Two-Day Door Hanger Distribution X

G Nextdoor Post X

H Water Outage Notice Creation X

I Water Outage Notice Distribution X

J Lead Service Line Replacement Notice 
Creation 

X

K Lead Service Line Replacement Notice 
Distribution 

X

L Lead Service Line Replacement Consent Form 
Creation 

X

M Lead Service Line Replacement Consent Form 
Distribution, Customer Signatures and Return 

X

N Thank You Notice X

I. The CONTRACTOR agrees to designate a representative to handle the customer 

communication and relations for the duration of the project from pre-construction 

communication through completion of restoration. The CONTRACTOR’S Customer Liaison 

may have other responsibilities on the project; however their priority must remain 

coordinating and responding to the impacted customers. The expectations of the 

representative are detailed below.  

A. The CONTRACTOR is expected to be the first line of communication for questions 

and complaints of customers throughout the project. The CONTRACTOR will be 

responsible for resolving and responding to the customers. The CONTRACTOR will 

notify the OWNER of any potential issues which could escalate and need 

involvement of the OWNER. The CONTRACTOR will provide a log of complaints and 

issues involving customers at the weekly progress meeting. If the OWNER is 

contacted with questions or complaints of the customers, the OWNER will 



coordinate with the CONTRACTOR to resolve or respond to the question or 

complaint. 

B. The OWNER will generate the customer list from its database for the project 

outreach, which will be used throughout the project by the CONTRACTOR. 

C. The CONTRACTOR will provide the OWNER the company’s logo as well as the 

contact information for the CONTRACTOR’s Customer Liaison. The CONTRACTOR 

will provide a two-week notice to the OWNER prior to the 30-45 day notice 

deadline. The OWNER will create the 30-45 day project notice using the name and 

phone number of the representative for questions and complaints from customers. 

The OWNER will print and mail the 30-45 day notice to the customer list. The 

OWNER will notify the CONTRACTOR once notifications are mailed. 

D. The CONTRACTOR will provide the OWNER a one-week notice prior to mobilization. 

The OWNER will create and print the two-day project reminder door hanger. The 

CONTRACTOR’s Customer Liaison contact information will be provided on the two-

day door hanger. The CONTRACTOR will provide the OWNER the work location, 

anticipated start date and duration of the work. Once printed, the door hanger will 

be left at the front desk of the administration building of the OWNER for 

CONTRACTOR pick up. 

E. The CONTRACTOR will be responsible for delivering the two-day door hangers to the 

customer list provided by the OWNER. If Work is performed in phases, this is 

required for each phase. 

F. The CONTRACTOR will provide weekly updates at each progress meeting. The 

OWNER will post project notices and updates on Nextdoor using the updates 

provided by the CONTRACTOR. The OWNER will respond to customer inquiries 

received on Nextdoor. 

G. If a water outage is required, the CONTRACTOR will provide the OWNER the 

appropriate CONTRACTOR’s Customer Liaison name, office phone number, on-site 

number at least one week in advance of the anticipated water outage. The OWNER 

shall create and print the notices. The CONTRACTOR is responsible for picking up the 

notices, filling in the date and time of the planned water outage and distributing to 

impacted customers. 

H. If the project includes lead service line replacements, the OWNER will create the 

door hanger notice. The CONTRACTOR will provide the OWNER the appropriate 

name and contact information for the notices. Once the notices are printed, the 

CONTRACTOR is responsible for picking up at the front desk of the administration 

building of the OWNER and distributing to impacted customers receiving service line 

replacements. 

I. The OWNER will provide blank Lead Service Line Consent Forms to the 

CONTRACTOR. The CONTRACTOR is responsible for obtaining the property owner’s 

signature for each premise providing approval to replace the Lead Service Line of 

the property. Once signatures are received, the CONTRACTOR will provide a signed 

copy to the OWNER. 



a. The CONTRACTOR is responsible for scheduling and coordinating service line 

replacements with the property owner.  

J.

K. The OWNER will create, print and mail the thank you notice to the list of impacted 

customers. 

II. The CONTRACTOR’s Customer Liaison will attend all construction meetings, public meetings 

and individual meetings with customers as directed by the OWNER’s project team. The 

CONTRACTOR will provide a three-week look-ahead schedule during each weekly progress 

meeting. 

III. The CONTRACTOR’s Customer Liaison will coordinate directly and daily with the OWNER’s 

Customer Liaison as needed. 

IV. A penalty of $25,000 will be applied against the CONTRACTOR and in favor of the OWNER if 

the specified CONTRACTOR’s Customer Liaison is removed or not involved in the project 

without written approval by the OWNER which forms basis of default.  

V. Contractor Conduct 

a. The CONTRACTOR, subcontractor and on-site staff will conduct themselves within the 

OWNER’s good neighbor commitment document found at 

https://www.denverwater.org/project-updates/pipe-replacement/good-neighbor-

commitment. 

b. The CONTRACTOR, as well as any subcontractor and/or on-site employee, are expected 

to conduct all behavior as representing the OWNER.  

i. CONTRACTOR is required to train field staff on appropriate behavior (e.g., 

language, professionalism, use of phones during work hours, interacting with 

public). 

ii. On-site staff are expected to use designated parking and will not impede 

property access by the public. Vehicle idling is to be kept to a minimum. 

iii. On-site personnel are required to leave project areas in clean conditions — the 

same or better than which it was found. This includes daily disposal of trash or 

debris from on-site personnel. Breaks are to occur in designated areas. 

iv. Sanitary Facilities will be located to minimize access and visual impacts to the 

adjacent property. If CONTRACTOR staff is found in violation of conduct code, 

CONTRACTOR will be fined $500 or reassigned from the project. 


