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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 – December 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% 94.9%             

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 December 2017, the Call Center answered 94.9% of calls received.  The average monthly 

answer-to-date this fiscal year is 93.9%.  
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Customer Service 

 

 

 Delinquent Accounts – December 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$         445,066.54$         -$                             -$                             -$                             -$                             -$                             -$                             

Commercial 1,901,169.94$     2,261,377.55$     2,260,518.55$     2,171,726.56$     2,122,308.33$     1,890,475.14$     -$                             -$                             -$                             -$                             -$                             -$                             

Multi-Family Units 713,498.13$         559,490.39$         538,079.62$         551,448.40$         559,159.08$         461,833.69$         -$                             -$                             -$                             -$                             -$                             -$                             

Residential 9,172,770.74$     8,975,664.21$     9,427,560.93$     8,878,798.84$     8,013,702.81$     8,570,525.45$     -$                             -$                             -$                             -$                             -$                             -$                             

FY 2018 TOTAL 12,284,600.47$  12,223,199.83$  12,656,722.47$  12,229,231.52$  11,016,749.59$  11,367,900.82$  -$                             -$                             -$                             -$                             -$                             -$                             

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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Customer Service 
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Infrastructure 

 

Infrastructure Asset Management 
 

 

Water & Wastewater Permit Compliance 

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

wastewater effluent permits.   

 

Potomac Plant Production Flows 

During the month of December, 92% of the water to our 1.8 million customers was produced by the 

Potomac WFP.  The Patuxent WFP was taken off-line for a planned shutdown from December 11th to 

December 26th to support capital improvement projects at the plant and raw water pumping station.  This 

shutdown also supported efforts by the Production Department to preserve water in the Patuxent 

reservoirs.   

 

Subfreezing Temperatures Cause Intermittent Flow Interruptions at Potomac WFP Intake 

Starting in late December, an extended period of subfreezing temperatures resulted in ice covering 

much of the Potomac River.  The Potomac intake is vulnerable to ice blockages that restrict water flow 

into the plant. Extra personnel were brought in to remove ice from the intake bar using the trash rake 

(see photographs below).   

 

  

Trash rake used around the clock at Potomac WFP to remove ice from intake bar screens 

 

Patuxent Reservoirs Remain Below Half Capacity 

The Patuxent Reservoir levels rebounded slightly during the Patuxent WFP shutdown, and are currently 

at 34.5% of their normal storage holding 3.6 billion gallons.  Triadelphia is 23 feet down from normal 

storage and T. Howard Duckett is at 17 feet down from normal storage.  On January 31, Patuxent water 

production was maximized to 50 MGD to meet water Production needs due to icing limiting the raw 

water intake at Potomac WFP. 
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Infrastructure 

 

 

 

 
 

 

 

 
 

 

*As per the January 4, 2018 DC Water Wastewater Metering Issue Interoffice Memorandum, the 

wastewater treatment flow numbers have been updated to reflect the the correct flow from the Rock 

Creek Sewer Basin.The Rock Creek Sewer billing meter had been over reporting our flow since May 

2016.   
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 Employee Matters 

 

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

 

Retirement Eligibility Projections 
 

As of November 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 120 161 244 324
Early Retirement 329 317 306 319
Full Retirement % 7.4% 10.0% 15.1% 20.0%
Early Retirement % 20.3% 19.6% 18.9% 19.7%
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WSSC OSDI Dashboard 

 

 
 
 

 
 

Contracting Area ^Goal M/WBE$**

M/WBE%**          

FYTD MBE $ WBE $ Majority $

Total Contract 

Payments

A/E Services 24% 9,213,305$      45% 9,213,305$      -$                 11,467,496$    20,680,801$    
Construction Services 13% 31,350,075$    22% 31,350,075$    -$                 111,073,100$  142,423,175$  
Goods and Services 33% 18,942,640$    26% 14,588,869$    4,353,771$      53,712,062$    72,654,702$    
Professional Services 23% 10,743,283$    39% 8,352,155$      2,391,128$      16,748,482$    27,491,765$    

Totals 70,249,303$    27% 63,504,404$    6,744,899$      193,001,140$  263,250,443$  

^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 $263,250,443 of w hich $24,650,060 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 ($45,499,243) 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% 19,648,867$    20% -$                 19,648,867$    78,614,652$    98,263,519$    
Goods & Services 33% 26,025,998$    36% 7,654,965$      18,371,033$    46,258,220$    72,284,218$    
Professional Services 23% 18,963,237$    34% 5,722,847$      13,240,390$    37,089,092$    56,052,329$    

Totals 72,003,102$    28% 13,377,812$    58,625,290$    181,746,964$  253,750,066$  

^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:  $8,343,161 in A&E Payments; $10,493,815 in Construction 

Payments; $3,534,833 in Goods and Services Payments; and $2,278,251 in Professional Services Payment

MBE Subcontract Awards FYTD:  $1,815,000 in A&E Awards; $9,103,194 in Construction Awards; $1,494,652 in Goods & Services 

Awards; $1,030,250 in Professional Services Awards
(Special Note: Professional Services Contract Award dollars were reduced by $689,213 as a result of a coding error on Contract No. 1133 reported in the November 2017 
as MBE and should be coded as WBE on the OSDI Dashboard)
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WSSC OSDI Dashboard 

 

 
 
 

 

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

Total Contract 

Payments

100% -$                 762,604$         -$                 762,604$         
39% 5,370,900$      2,816,981$      12,811,597$    20,999,478$    
25% 147,661$         60,972$           639,716$         848,349$         
63% 1,053,944$      376,635$         835,349$         2,265,928$      

43% 6,572,505$      4,017,192$      14,286,662$    24,876,359$    

*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% -$                 7,509,950$      -$                 7,509,950$      
23% -$                 663,090$         2,232,711$      2,895,801$      
26% -$                 781,250$         2,200,000$      2,981,250$      
76% -$                 13,979,290$    4,432,711$      18,412,001$    

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

Dec-17 FYTD 2018

MBE/SLBE % of 

YTD 

Registered

Total Vendors 54 298 100%

Total MBE/SLBE Vendors 3 123 41%
Total MBE Only Vendors 5 124 42%

Total SLBE Only Vendors 1 29 10%
7 10 3%

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

A/E Services

Total Contract Payments to SLBE Firms

SLBE TOTAL CONTRACT PAYMENT AND AWARD DATA

The Total Prime and Subcontract Payments to SLBE firms FYTD for December 2017 is $24.8M

The Total Prime and Subcontract Awards to SLBE firms FYTD for December 2017 is $18.4M

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 December 31, 2017, the total number of registered firms were 5,671.  PLEASE NOTE: The numbers 
reflected above are tentative and are subject to change.
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