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Customer Service 
 

 

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

learning from feedback, being solution-oriented across all customer channels, continuously seeking 

value added services; and educating, engaging and empowering all of our customers. 

Departmental Stats – August 2017: 

 

In August 2017, the Call Center answered 95% of calls received. The average monthly answer to-

date this fiscal year is 93.5%. 
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Customer Service 
 

 

 

 

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

FY 2018 TOTAL 88.3% 88.8%                     

FY 2017 TOTAL 63.5% 65.5% 72.1% 89.9% 91.9% 91.9% 86.1% 90.8% 87.4% 83.8% 90.4% 92.2% 

TARGET 80.0% 80.0% 80.0% 80.0% 80.0% 80.0% 80.0% 80.0% 80.0% 80.0% 80.0% 80.0% 

 

The chart reports the percent of calls answered within 180 seconds. The goal is to answer 80% of 

incoming calls within 180 seconds. In August 2017, the service level was 89%. The average 

monthly answer to-date this fiscal year is 88.5%. 
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Customer Service 
 

 

 Delinquent Accounts 

TOTAL AMOUNT DUE – ACTIVE & SUSPENDED ACCOUNTS 

(Montgomery and Prince George’s counties) 

 

 

 

 

 

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

Government 497,161.66$         426,667.68$         -$                             -$                             -$                             -$                             -$                             -$                             -$                             -$                             -$                             -$                             

Commercial 1,901,169.94$     2,261,377.55$     -$                             -$                             -$                             -$                             -$                             -$                             -$                             -$                             -$                             -$                             

Multi-Family Units 713,498.13$         559,490.39$         -$                             -$                             -$                             -$                             -$                             -$                             -$                             -$                             -$                             -$                             

Residential 9,172,770.74$     8,975,664.21$     -$                             -$                             -$                             -$                             -$                             -$                             -$                             -$                             -$                             -$                             

FY 2018 TOTAL 12,284,600.47$  12,223,199.83$  -$                             -$                             -$                             -$                             -$                             -$                             -$                             -$                             -$                             -$                             

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 August, there were zero violations for both drinking water quality permits and 

wastewater effluent permits.   

 

Treatment Changes at Potomac WFP Increase Discolored Water Complaints 

Due to the severe weather and heavy rains the past several weeks, WSSC water quality experts have 

seen a dramatic increase in organic material (decayed leaves, river grasses, trees, vegetation, etc.) and 

manganese coming into our Potomac Water Filtration Plant intake. Both naturally occur in 

waterways.This plant uses chlorine to disinfect the water and make it safe for drinking. Chlorine also 

controls manganese levels to prevent discoloration. However, chlorine also reacts with organic 

material to form disinfection byproducts. Disinfection byproducts are a public health concern, and as 

such, are highly regulated by the U.S. EPA. Levels cannot exceed the EPA limit as an annual average. 

Fortunately, WSSC is well below the EPA limit. To ensure we keep the level of disinfection 

byproducts well below the EPA limit, WSSC slightly reduce the level of chlorine on August 8. While 

we still add enough to disinfect the water and kill all bacteria, a slightly lower chlorine level allows 

manganese levels to increase in our finished water – causing the discoloration 

In an effort to help customers understand the treatment change and the reason for the water 

discoloration, a press conference was held at the Potomac plant on August, 14, 2017. The event was 

very successful and the multiple television and radio news outlets in attendance helped to deliver the 

information to customers in our service area. In addition, we hosted FOX 5 and WUSA9 at our 

Consolidated Laboratory to provide an update on the discoloration and to showcase the numerous 

water quality tests WSSC conducts to assure water safety.  

 

Social media has also been instrumental in helping to deliver the message. Using Twitter and 

Facebook allows for interaction with customers, adding additional ways for customers to contact 

WSSC.   
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Infrastructure 
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Infrastructure 

 

Accomplishments  
 

Partnership for Safe Water President’s Award 

On August 25th, WSSC received notification that the Partnership for Safe Water Steering Committee had 

bestowed the President’s Award to the WSSC Potomac Water Filtration Plant. As provided in the notice, 

the award recognizes the highest possible level of filter performance.  Potomac joins the Patuxent Plant as 

the only two water treatment plants in Maryland to have ever received this elite distinction.  This award 

will be officially presented at ACE18 next June. 

 

WSSC Receives Awards at 2017 Tri-Association Conference (August 28-31) 

 Greg Whitley, Seneca WWTP – WWOA’s William McLean Bingley Award for Distinguished 

Service in Wastewater 

 Denise Junis, Laboratory Division - CEWA’s Laboratory Analyst Award 

 Seneca WWTP – CWEA Biosolids Beauty Contest  

o Overall Class B  

o Best Presentation  

 Pipe Tapping team, formed by members of Utility Services Division 

o Won Chesapeak region and will compete at ACE18  

 2 Top Ops teams formed by members of the Potomac and Patuxent plants 

o Reached finals  
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Employee Matters 

 
 

Recruitment – July 2017 Average Time to Fill (TTF) Vacancies 
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Employee Matters 

 

 

Retirement Eligibility Projections 

As of July 2017, approximately 65% 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 120 272 459 547
Early Retirement 584 475 468 505
Full Retirement % 7.4% 16.8% 28.4% 33.8%
Early Retirement % 36.1% 29.3% 28.9% 31.2%
Total WSSC Workforce

Ju
ly

 2
01

7

1619  
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WSSC OSDI Dashboard 

August 2017  

 
 

 
 
 

 
 

 

Contracting Area ^Goal M/WBE$**

M/WBE%**          

FYTD MBE $ WBE $ Majority $

Total Contract 

Payments

A/E Services 24% 2,168,409$      28% 2,168,409$      -$                 5,698,310$      7,866,719$      
Construction Services 13% 9,296,388$      21% 9,296,388$      -$                 35,521,472$    44,817,860$    
Goods and Services 33% 6,139,556$      26% 5,052,773$      1,086,783$      17,039,807$    23,179,363$    
Professional Services 23% 2,811,569$      36% 2,063,524$      748,045$         5,019,935$      7,831,504$      

Totals 20,415,922$    24% 18,581,094$    1,834,828$      63,279,524$    83,695,446$    

^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 $83,695,446 of w hich $4,664,915 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 ($15,751,007) 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% 840,000$         11% -$                 840,000$         7,160,000$      8,000,000$      
Construction Services 13% 7,737,070$      21% -$                 7,737,070$      28,832,407$    36,569,477$    
Goods & Services 33% 16,684,648$    51% 7,101,850$      9,582,798$      15,857,070$    32,541,718$    
Professional Services 23% 12,335,032$    45% 3,970,663$      8,364,369$      15,298,088$    27,633,120$    

Totals 37,596,750$    36% 11,072,513$    26,524,237$    67,147,565$    104,744,315$  

^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

MWBE TOTAL CONTRACT PAYMENT AND AWARD DATA

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:  $1,882,848 in A&E Payments; $1,414,023 in Construction 

Payments; $970,947 in Goods and Services Payments; and $397,097 in Professional Services Payment

MBE Subcontract Awards FYTD:  $840,000 in A&E Awards; $1,490,595 in Construction Awards; $1,365,995 in Goods & Services 

Awards; $700,000 in Professional Services Awards
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WSSC OSDI Dashboard 

August 2017  

 
 

 
 
 

 

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

Total Contract 

Payments

100% -$                 154,736$         -$                 154,736$         
41% 1,060,990$      550,474$         2,282,094$      3,893,558$      
38% 50,992$           20,324$           118,596$         189,912$         
22% -$                 53,094$           184,551$         237,645$         

42% 1,111,982$      778,628$         2,585,241$      4,475,851$      

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

*Total MWBE% WBE $ MBE $ Majority $

Total Contract 

Awards

100% -$                 1,965,000$      -$                 1,965,000$      
100% -$                 2,248,700$      -$                 2,248,700$      
21% -$                 273,090$         1,050,000$      1,323,090$      
0% -$                 -$                 1,000,000$      1,000,000$      
69% -$                 4,486,790$      2,050,000$      6,536,790$      

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

Jul-17 Aug-17 FYTD 2018

MBE/SLBE % of 

YTD 

Registered

Total Vendors 85 62 147 100%

Total MBE/SLBE Vendors 75 38 113 77%
Total MBE Only Vendors 68 35 103 70%

Total SLBE Only Vendors 12 3 15 10%
5 0 5 3%

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

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

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

SLBE TOTAL CONTRACT PAYMENT AND AWARD DATA

The Total Prime and Subcontract Payments to SLBE firms FYTD for August 2017 is $4.4M

The Total Prime and Subcontract Awards to SLBE firms FYTD for August 2017 is $6.5M

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 August 31, 2017, the total number of registered firms were 5,435.  PLEASE NOTE: The numbers reflected 
above are tentative and are subject to change.
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