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General Manager’s Report 

April 15, 2020

2



Protect Our Resources
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WSSC Water Prepared for COVID-19

• On March 5, Governor Hogan 
declared emergencies related to 
COVID-19

• On March 6, we recommended 
a declaration of emergency for 
WSSC Water

Canceled all public meetings

Implemented internal planning for continuing 
operations during health issue

Monitoring absenteeism daily

Communicating to our employees and customers

Ongoing Continuity of Operations Planning (COOP)

Regular communication and coordination with our 
local partners

Legal Actions Emergency Management Actions
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Taskforce rolled into Logistics Section



Communicate, Communicate, Communicate
• WSSC Water is safe

• Water is essential to public health

• Suspending all water service shutoffs/waiving late 

fees

• Keep the wipes out of the pipes

• Be mindful of water use

• Save water now… Save money later

• English and Spanish

• Extensive outreach to employees, media,

County and Elected Officials
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Questions : covid19questions@wsscwater.com

Communicate, Communicate, Communicate

mailto:covid19questions@wsscwater.com
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WSSC Water Commission Performance Report Apr. 2020

Mission

Provide Safe and Reliable Water Return Clean Water to Our Environment

Water Production Wastewater Treatment

Average gallons of water produced, in millions per day Average gallons of wastewater treated, in millions per day

Overview: This report tracks WSSC Water’s progress achieving the Strategic Plan adopted by the Commissioners in June 2019. In support of 

the Plan's Accountability Core Value, Key Performance Indicators (KPIs) were selected to align with the FY20 Adopted Budget. This month we 

are highlighting the following KPIs: 

• Sanitary Sewer Overflows: There were three Sanitary Sewer Overflows during February 2020 with a total volume of 21,513 gallons. Two 

events were caused by tampering (large rocks placed into manholes). 

• Calls Answered: For February 2020, 92% of calls were answered, which is a <1% decrease from February 2019. 

• Accounts Billed On-Time: Accounts billed on time for February was 99.95%. This is an improvement compared to 99.3% in the previous month 

of January 2020. Current performance exceeds the “C2M Stabilization Target” of 98% for this KPI. 
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Enhance Customer Experience

Deliver Safe, Reliable and Consistent Service

Accounts Billed On-Time* Water Service Restoration Time**

% of accounts billed on-time, within 15 calendar days # of outage hours / # of housing units impacted

after billing window closes

Past Due Accounts* Past Due Amount*

# of accounts 30 days past the bill date $ of accounts (millions) 30 days past the bill date

*Only FY20 data shown for these three measures from the Customer-to-Meter billing system, 

as an apples-to-apples comparison to FY19 is not available from the old system (CSIS).

* For the April report, Water Service Restoration Time KPI was adjusted to only include the shutdowns impact customers.
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Enhance Customer Experience

Provide Timely Response to Customer Queries

Average Answer Speed Calls Answered

Average minutes customer waits for customer care # of calls answered by a customer care agent / total calls

call center agent

Be a Good Citizen within Our Community

Basement Backups Calls Not Answered 

# of basement backups # of calls not answered by a customer care agent / total calls
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Optimize Infrastructure

Highlighted Capital Improvement Project of the Month

Project W-172.09, Rocky Gorge Pump Station Upgrade

Planning Area Bi-County

Description

Estimated Cost $24,980,000

Estimated Completion June 2020

Phase Construction

Rocky Gorge Pump Station

This project provides for the modification and expansion of the Rocky Gorge Pump Station to allow the station to 

provide up to 110 MGD of raw water to the Patuxent Water Filtration Plant. The improvements to the pump station, 

along with a fourth water pipeline (2.127.07) and expansion of the Patuxent Plant (W-172.05) will give the Patuxent 

Plant a firm nominal capacity of 72 MGD, with emergency capacity of 110 MGD. 
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Spend Customer Dollars Wisely

Improve Financial Process Efficiency and Fiscal Sustainability

Water and Sewer Expense Budget Spent FYTD Water and Sewer Revenue Budget Collected FYTD

This year's budget (FY20): $802,619 This year's budget (FY20): $802,619

Last year's budget (FY19): $762,693 Last year's budget (FY19): $762,693

Transform Employee Engagement

Acquire the Best People Retain Top Performers

Positions Filled Turnover Rate

# of positions filled / # of actively recruited positions # of employee separations / # of FTEs
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Transform Employee Engagement (continued)

Develop and Grow Talent

# of regular employees eligible for retirement within next x years / total # of FTEs

Retirement Eligibility (Full) Eligible Now Retirement Eligibility (Early) Eligible Now

Retirement Eligibility (Full) Eligible Within 5 Years Retirement Eligibility (Early) Eligible Within 5 Years
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Protect Our Resources

Emergency and Coordinated Responses Occupational Injuries

# of cross-departmental coordinated responses, exercises and drills # of occupational injuries

Secure Commission's Critical Infrastructure

Sanitary Sewer Overflows Sanitary Sewer Overflow Volume

# of sanitary sewer overflows Total gallons of sanitary sewer overflows, in millions per month

Maintain Best in Class Operating Environment Safety 

for Employees

Plan Proactively with Community Stakeholders and 

Resolve and Learn from Past Incidents
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