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Customer Service 

 

The Customer Service Department is committed to delivering world-class service by listening, 

educating, engaging and empowering our customers. 

 Call Center Stats – November 2017 

 

 
  

  Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun 

FY 2018 92.2% 95.0% 96.5% 92.0% 92.6%               
FY 2017 86.7% 87.8% 91.0% 95.5% 96.2% 96.2% 94.4% 95.6% 95.0% 93.7% 95.0% 95.6% 

TARGET 95.0% 95.0% 95.0% 95.0% 95.0% 95.0% 95.0% 95.0% 95.0% 95.0% 95.0% 95.0% 

 

 

In November 2017, the Call Center answered 92.6% of calls received.  The average monthly 

answer-to-date this fiscal year is 93.6%.  
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Customer Service 

 

 

 Delinquent Accounts – November 2017 

 

 

 

Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun

Government 497,161.66$         426,667.68$         430,563.37$         627,257.72$         321,579.37$         -$                             -$                             -$                             -$                             -$                             -$                             -$                             

Commercial 1,901,169.94$     2,261,377.55$     2,260,518.55$     2,171,726.56$     2,122,308.33$     -$                             -$                             -$                             -$                             -$                             -$                             -$                             

Multi-Family Units 713,498.13$         559,490.39$         538,079.62$         551,448.40$         559,159.08$         -$                             -$                             -$                             -$                             -$                             -$                             -$                             

Residential 9,172,770.74$     8,975,664.21$     9,427,560.93$     8,878,798.84$     8,013,702.81$     -$                             -$                             -$                             -$                             -$                             -$                             -$                             

FY 2018 TOTAL 12,284,600.47$  12,223,199.83$  12,656,722.47$  12,229,231.52$  11,016,749.59$  -$                             -$                             -$                             -$                             -$                             -$                             -$                             

FY 2017 TOTAL 12,562,161.32$  12,085,019.19$  12,224,333.80$  14,221,893.34$  14,725,463.36$  13,298,584.03$  12,643,103.14$  12,229,593.79$  12,878,106.03$  12,607,012.76$  12,962,447.56$  12,824,901.67$  
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Infrastructure 

 

Infrastructure Asset Management 
 

 

Water & Wastewater Permit Compliance 

In the month of November, there were zero violations for both drinking water quality permits and 

wastewater effluent permits.  The October 28 pH violation at Piscataway WWTP was over-turned by 

the Maryland Department of Environment before the October Discharge Monitoring Report was filed 

eliminating the reported violation. 

 

Patuxent Reservoirs Remain Below Half Capacity 

WSSC’s Patuxent Reservoirs have fallen to 33.2% (3.5 billion gallons) of their normal capacity (10.6 

billion gallons).  Water level in the Rocky Gorge reservoir fell to 17.7 feet below the normal pool level. 

On November 7, water production at Patuxent WFP was reduced from 30 MGD to 20 MGD in order 

to conserve water in the Rocky Gorge reservoir. Triadelphia reservoir level is also being maintained 

down to support construction activities and is now 24 feet below the normal pool level. 

It is anticipated that the Patuxent Plant will remain on this reduced water production rate until 

sufficient rain occurs.  There are also several construction related shutdowns scheduled at the plant 

over the coming months, which will help conserve additional water in the reservoir. 

 

Potomac Filters 

During this reporting period two (2) additional filters were returned to service so the number of filters 

with new stainless steel underdrains has reached twenty (20). Accordingly, 62.5% of the in-service 

filters at Potomac now have the new stainless steel underdrain configuration.  Demolition work on two 

additional filters continued through the end of November. 
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Infrastructure 

 

 

 

 
 

 

 

 
 

** Note: DC has not sent unmetered flow for the year – the October number could change slightly 
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Infrastructure 

 

Accomplishments and Community Outreach 

 

Tours  

Several tours were given during the month of November: 

 November 3, Western Branch WWTP hosted Lego League Hydrodynamics Challenge  

 November 8, Parkway WWTP hosted Georgetown Prep  

 November 9, Parkway WWTP hosted First Lego League  

 November 14, Parkway WWTP hosted Parkdale High School  

 November 21, Parkway WWTP hosted University of Maryland 

 November 28, Seneca WWTP hosted Lego League 

 November 29, Seneca WWTP hosted Quince Orchard High School 
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 Employee Matters 

 

Recruitment – October 2017 Average Time to Fill (TTF) Vacancies 

 

 

 

There were 4 positions that exceeded a 90 day TTF.  Here are the details: 

 

1 – Mail Processor I (17-0136) – TTF was 139 days.  This was the first recruitment for the 

newly hired hiring manager.  There were delays throughout the process as the hiring manager 

became familiar with the process.   

 

2 – HR Generalist (17-0158) – TTF was 119 days.  Interviewing was delayed pending the 

onboarding of the Employee & Labor Relations Manager. 

 

3 – Supply Chain Risk Manager (17-0166) – TTF was 93 days.  This was a hard-to-fill 

position due to the unique skill set required.  There were also challenges with scheduling select 

candidates due to their prior commitments. 

 

4 – Patrol Officer (17-0176) – TTF was 99 days.  The Maryland Police & Corrections Training 

Commission requires that a law enforcement-level background check be completed prior to an 

offer.  This process can take 60+ days. 
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 Employee Matters 

 

Retirement Eligibility Projections 
 

As of October 2017, approximately 40% of WSSC employees are eligible to retire in five years, 

including full and early retirement. 

 

 
 

 

Eligible Now Eligible Within 1 Year
Eligible Within 3 

Years
Eligible Within 5 

Years
Full Retirement 119 160 247 326
Early Retirement 336 322 301 324
Full Retirement % 7.3% 9.8% 15.2% 20.0%
Early Retirement % 20.7% 19.8% 18.5% 19.9%
1627
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NOTE: There was a computation error in the eligible retirement data in the September GM 

Report. The numbers have been corrected. 
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WSSC OSDI Dashboard 

December 2017  

 
 

 
 
 

 

Contracting Area ^Goal M/WBE$**

M/WBE%**          

FYTD MBE $ WBE $ Majority $

Total Contract 

Payments

A/E Services 24% 6,761,445$      39% 6,761,445$      -$                 10,753,347$    17,514,792$    
Construction Services 13% 21,563,606$    18% 21,563,606$    -$                 97,878,770$    119,442,376$  
Goods and Services 33% 15,671,543$    26% 12,103,789$    3,567,754$      45,041,136$    60,712,679$    
Professional Services 23% 8,483,245$      38% 6,884,097$      1,599,148$      13,842,372$    22,325,617$    

Totals 52,479,839$    24% 47,312,937$    5,166,902$      167,515,625$  219,995,464$  

^Goal represents the MBE Utilization Aspirational Goal 

**M/WBE includes Certif ied-MBE and WBE firms (displayed for reporting purposes only.)
The Total Contract Pay ments FYTD is $219,995,464 of w hich $13,904,853 is FYTD M/WBE v alidated Subcontract Pay ments.  These v alidated M/WBE  

    Subcontract Pay ments hav e been subtracted from the Majority  Contract Pay ments and added to the M/WBE Prime Contract Pay ments ($38,574,986) to

    ensure that they  are not double counted.  The Majority  Contract Pay ments depicted in the table abov e hav e been adjusted to reflect the subtraction.  

    The follow ing equation has been applied to the Total Contract Pay ments to determine the M/WBE percentage of Contract pay ments:  

    M/WBE$ (ex cluding Subcontract Pay ments) + Majority $ = Total Pay ments.  The Total M/WBE$/Total Pay ments = Total M/WBE%.

Contracting Area ^Goal M/WBE$** MWBE%* WBE $ MBE $ Majority $

Total Contract 

Awards

A/E Services 24% 7,365,000$      27% -$                 7,365,000$      19,785,000$    27,150,000$    
Construction Services 13% 17,211,388$    20% -$                 17,211,388$    66,814,376$    84,025,764$    
Goods & Services 33% 24,940,420$    42% 7,654,965$      17,285,455$    34,167,989$    59,108,409$    
Professional Services 23% 18,549,265$    34% 4,619,662$      13,929,603$    35,829,448$    54,378,713$    

Totals 68,066,073$    30% 12,274,627$    55,791,446$    156,596,813$  224,662,886$  

^Goal represents the MBE Utilization Aspirational Goal 

*MBE and WBE Aw ard Dollars include Prime and Subcontract Aw ard Dollars.  Majority Aw ard Dollars are adjusted to exclude the amount proffered to 
Subcontractors. 
Note:  Majority Prime Aw ard Dollars - Subcontract Aw ard Dollars proffered to M/WBE = Majority$.  M/WBE Prime Aw ard Dollars + Subcontract 
Aw ard Dollars proffered to M/WBE = M/WBE$

Note:  M/WBE$ (ex cluding Subcontract Pay ments) + Majority $ = Total Pay ments.  The Total M/WBE$/Total Pay ments = Total M/WBE%

Fiscal Year-To-Date
Summary - Total Contract Payments to MWBE Firms

Fiscal Year-To-Date

Note:  numbers are rounded to the nearest whole dollar

Note:  numbers are rounded to the nearest whole dollar

Summary - MWBE Total Contract Award Dollars*

FISCAL YTD M/WBE VALIDATED SUBCONTRACT PAYMENTS:  $6,146,729 in A&E Payments; $3,913,308 in Construction 

Payments; $2,440,991 in Goods and Services Payments; and $1,403,825 in Professional Services Payment

MBE Subcontract Awards FYTD:  $1,815,000 in A&E Awards; $7,040,665 in Construction Awards; $1,494,652 in Goods & Services 

Awards; $950,250 in Professional Services Awards
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WSSC OSDI Dashboard 

December 2017  

 
 

 
 
 

 

Contracting Area *Total MWBE% WBE $ MBE $ Majority $

Total Contract 

Payments

100% -$                 383,862$         -$                 383,862$         
40% 3,971,685$      1,424,307$      7,970,792$      13,366,784$    
23% 102,441$         40,648$           474,736$         617,825$         
44% 329,298$         120,146$         567,376$         1,016,820$      

41% 4,403,424$      1,968,963$      9,012,904$      15,385,291$    

*Total MBE% and MBE$ includes MBE and WBE Payments

*Total MWBE% WBE $ MBE $ Majority $

Total Contract 

Awards

100% -$                 5,025,000$      -$                 5,025,000$      
100% -$                 6,361,606$      -$                 6,361,606$      
33% -$                 663,090$         1,375,000$      2,038,090$      
26% -$                 781,250$         2,200,000$      2,981,250$      
78% -$                 12,830,946$    3,575,000$      16,405,946$    

*Total MBE% and MBE$ includes MBE and WBE Aw ards

Oct-17 Nov-17 FYTD 2018

MBE/SLBE % of 

YTD 

Registered

Total Vendors 51 71 240 100%

Total MBE/SLBE Vendors 43 38 120 50%
Total MBE Only Vendors 35 27 119 50%

Total SLBE Only Vendors 4 10 28 12%
2 0 3 1%

Fiscal Year-To-Date
Total Contract Payments to SLBE Firms

SLBE TOTAL CONTRACT PAYMENT AND AWARD DATA

A/E Services

Note:  Majority refers to approved SLBEs that have not been identif ied as either a MBE or WBE.  The SLBE Program is a race/gender neutral 

Goods & Services
Professional Services

Totals

Note:  numbers are rounded to the nearest whole dollar

Total Contract Awards to SLBE Firms

A/E Services

Professional Services

Fiscal Year-to-Date

Registered Vendors

Note:  Majority  refers to approv ed SLBEs that hav e not been identified as either a MBE or WBE.  The SLBE Program is a race/gender neutral Program.

WSSC SUPPLIER PORTAL SYSTEM                                                                    

(FORMALLY:CENTRALIZED BIDDER REGISTRATION (CBR) SYSTEM)

Construction Services
Goods & Services

Contracting Area

Totals

Note:  numbers are rounded to the nearest whole dollar

Total Combo MBE/SLBE Vendors

Construction Services

The Total Prime and Subcontract Payments to SLBE firms FYTD for November 2017 is $15.3M

The Total Prime and Subcontract Awards to SLBE firms FYTD for November 2017 is $16.4M

CBR vendor registration officially began on December 3, 2007. Effective November 1, 2015, WSSC launched the WSSC Supplier Portal System which will 
be the new Bidder Registration System.  As of November 30, 2017, the total number of registered firms were 5,667.  PLEASE NOTE: The numbers 
reflected above are tentative and are subject to change.
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