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Phase 1 – March 12, 2020

• Expanding telework

• Cancelling meetings

• Closing public-facing activities

• Prioritizing personal protective supplies for field workers 

• Suspending in-home, non-emergency work

• Suspending shutoffs and late fees
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Phase 2 – March 16, 2020

• Mandatory telework for those that can

• Critical functions that require in-person work to be completed while 
implementing appropriate procedures to ensure social distancing.

• All necessary steps to enable as many employees as possible to 
telework, including altering normal job responsibilities.

• Implement social distancing strategies for any employees required to 
come in to work
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Phase 3 – March 24, 2020

• Emergency employees only at facilities

• Changed staffing and shifts to ensure social distancing and improve 
our workforce's resilience

• Closed watershed to the public

• Expanded administrative leave to avoid financial hardship for 
employees related to WSSC Water response to COVID-19

• Continued expanded telework wherever possible
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Updated PPE Guidance

• Prioritize existing supplies for field 
and plant staff and based on 
criticality, interaction with public, and 
need

• Explained how decisions would be 
made

• Allowed employees to wear existing 
PPE issued as part of their job or 
homemade face coverings as needed
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Implemented  April 3, 2020



Phase 4

• Continue to ensure access for critical 
staff and contractors under any new 
order

• Implement additional staffing changes 
for plants, depots, lab, and 24/7 
functions located at RGH

• Review any other work and suspend 
as needed

Potential Triggers:

• Shelter-in-place order

• Shutdown of contract 
construction work by 
Governor order

• Curfew

• Outbreak within WSSC 
Water facility or among 
staff
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Planning Section is Monitoring for 
Other Emergencies

Other emergencies 
do not stop due to 
pandemic
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Customer Operations Section 

• Focused on our Customer Service 
staff and customer relationships

• Affordability

• Billing and estimated billing

• Regular customer service work
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Led by Crystal Knight-Lee



Internal Operations Section 

• Focused on our most essential 
functions:
oPlant operations
oDepot operations
oLaboratory
oControl Center
oEmergency Call Center
oSecurity

• Considering issues around:
oStaffing for resiliency
oCritical work

Led by J.C. Langley
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Remote Operations Section

• Focused on the telework 
experience and the IT systems 
that allow for telework

• Considering issues related to:
oAvailability of peripherals

oDocument signing and scanning

oVPN and access

Led by Christopher Carter
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Logistics Section

• Focused on ensuring that we have 
needed materials

• Monitoring the WSSC Water supply 
chain

• Considering issues around:
oCritical contracts

oAvailability of supplies, commodities, 
and contractual staff

Led by Caprecia Poole-Williams
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Finance Section

• Focused on the financial impacts of the 
response, mitigating those impacts, and 
tracking costs

• Considering issues related to:
oWhat should go on the job code?

oHow will we handle budget hearings?

Led by Patti Colihan
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Personnel Policy Task Force

• Personnel and HR Policy

• Occupational Health and Safety

• Other issues related to HR
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Revenue and Billing Task Force

• Modeling crisis impacts

• Preparing a savings plan to 
weather financial impacts

• Metering and other billing-
related issues

• Estimated billing

• Affordability
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Intergovernmental Relations

• Monitoring federal, state, and 
local action related to COVID-19

• Communicating with elected 
officials as needed.
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Communications and Media
• Constantly communicating with employees, 

customers and media

• Developing videos, graphics and content for 
website and social media

• Updating internal/external websites

• Pushing messaging to reassure/update 
customers

• Working with County officials on messaging

• Managing employee livestream meetings

• Monitoring and responding to all media and 
social media requests
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Delivering Transparency

• Recurring online/streaming 
meetings

• Cascading information through 
management

• Increased frequency for Tool 
Talk for Utility Services 
employees
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Weekly Situation Briefs Expect briefing delivered to your inbox every Friday between 1:00PM and 3:00PM 
with information pertinent to WSSC Water's response to this crisis

21



QUESTIONS?
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