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What is a Friction Point?
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A friction point is any moment where a 
customer, contractor or decision-maker gets 

delayed, confused, discouraged, or drops 
out before the intended water-saving action 

is complete.



Warm-up
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• Grab a post-it on your table and answer the question:

Think of one program you’re running. 
Where do customers get stuck?

• Add your post-it to the sides of the table sign. 

• Say hello to your table members and share your answers!



Who Knew?! Friction Points in the Real World
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• In a 2025 study out of the University of Michigan, what percentage of 
customers reported not taking any action after completing an energy audit?
o 50%

• In a 2018 AWE Landscape Transformation survey, what percentage of 
customers reported needing moderate to full assistance to complete a turf 
project?
o 85%

• In a 2014 study published in the Journal of Economic Behavior and 
Organization, 79% of participants reported they believed they would redeem a 
mail-in rebate. What percentage actually redeemed the rebate?
o 30%



Friction Point Busters

Ken Smith

Western Municipal
Water District

Madeline Wood 
City of Santa Barbara
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Western (placeholder)



SantaBarbaraCA.gov/WaterWise

PUBLIC WORKS DEPARTMENT

WATER RESOURCES DIVISION - WATER CONSERVATION

FRICTION POINTS FOR LANDSCAPE TRANSFORMATION
PEER TO PEER 2026

Madeline Wood, City of Santa Barbara



SantaBarbaraCA.gov/WaterWise

About Us
• 93,800 population
• 27,500 connections
• 8 diverse water sources
• Full-service City
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Single Family 
Residential, 38%

Multifamily Residential, 28%

Commercial & 
Industrial, 22%

Recycled Water, 7% Potable Irrigation, 5%Dedicated Irrigation, 5%



SantaBarbaraCA.gov/WaterWise

Typical CII Landscape Transformation Journey
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SantaBarbaraCA.gov/WaterWise

Hidden Permitting and Plan Review Friction Points
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SantaBarbaraCA.gov/WaterWise

SB Landscape Transformation Readiness Initiative
• Approval pathway for landscape 

transformation projects, including 
review triggers, criteria, and roles.

• Clear, consistent administrative 
review process.

• Approved plant palettes to ensure 
high quality landscapes

• Key implementation tools, including 
guidelines, staff checklists, submittal 
requirements, and applicant 
materials.
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SantaBarbaraCA.gov/WaterWise

A Vision for a Streamlined Municipal Review
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SantaBarbaraCA.gov/WaterWise

Thank you!
Madeline Wood
MWood@SantaBarbaraCA.gov
(805) 897-2672
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Activity Purpose

Work through a program 
friction point to 

identify practical fixes and 
some bold innovations

Activity Instructions
1. Pick a recorder to complete the

Worksheet
2. Select either the Scenario Card at 

your table, OR one of the friction 
points identified during the warmup.

3. Analyze the Problem
o Customer experience
o Root causes

4. Identify Solutions
o Practical fixes
o Bold innovations

5. Take notes on the Worksheet
6. Be ready to share!
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Let’s share out!
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Maureen Erbeznik, MEA Consulting
mo@mea-water.com

Liz Lauck, Environmental Incentives
elauck@enviroincentives.com

Claire Hubert, Environmental Incentives
chubert@enviroincentives.com

Madeline Wood, City of Santa Barbara
mwood@santabarbaraca.gov

Ken Smith, Western Municipal Water District
ksmith@wmwd.com

Thank you –
come find us for a chat!

mailto:elauck@enviroincentives.com


CALIFORNIA WATER EFFICIENCY PARTNERSHIP

COMING UP NEXT:

Closing Plenary Session and Door Prize Winners  
2:30 PM - 3:00 PM  

Grand Ballroom
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