WSSC WATER STRATEGIC PLAN

Journey to World Class

MISSION: We are entrusted by our
community to provide safe and reliable

water, life’s most precious resource, and
return clean water to our environment, all
in an ethical, sustainable, and financially
responsible manner.
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‘ Accountability ‘ Collaboration

Environmental
Excellence

Stewardship

‘ Focus
‘ Connect

‘ Innovation

VISION

To be THE world-class water utility, where excellent products and services are always on tap.
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DELIVERING THE ESSENTIAL

WSSCWAIER

General Manager’s Report

April 15,2020



Protect Our Resources




WSSC Water Prepared for COVID-19

Legal Actions Emergency Management Actions

: .@. . Canceled all public meetings
Proclamati
Proclamation
On March 5, Governor Hogan X Implemented internal planning for continuing
declared emergencies related to & operations during health issue
COVID-19
e Monitoring absenteeism daily
[AA
i-’ Communicating to our employees and customers
On March 6, we recommended
. _|a declaration of emergency for r*Y  Ongoing Continuity of Operations Planning (COOP)
~ | WSSC Water O
” WA  Regular communication and coordination with our
“%Vi local partners
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COVID-192 Incident Command Structure

Command Staff

Executive Continuity Team
General Manager
Deputy General Manager for Operations
Deputy General Manager for Administration

Deputy General Manager for Strategy and Partnerships
General Counsel

Intergovernmental Relations
Karyn Riley

Public Information
Chuck Brown

Customer Operations Internal Operations Remote Operations Planning

Logistics Finance
Section Chief Section Chief Section Chief Section Chief

Section Chief Section Chief
Caprecia Poole-Williams Patti Colihan

Crystal Knight-Lee JC Langley Christopher Carter David McDonough

WSSCWATER
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Active
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Personnel
Policy
Taskforce

Taskforces

o

[e]

Revenue
& Billing
Taskforce

Contracts
& Contracting
Taskforce

Taskforce rolled into Logistics Section




Communicate, Communicate, Communicate

| Water is Essential in

Protecting Public Health

e WSSC Water is safe YOUR TAP WATER
S SAFE 96

Qi. ;’ Q WSSC Water: OVID-19 andithe...

J

In an effort to protect the health of our
customers and assist families impacted by the
Coronavirus (COVID-19), WSSC Water is:
® Suspending all water service shutoffs
® Waiving lace fees
§ the One Stop Shop, cashier and other public-facing
es

e Water is essential to public health

process to safaly pre 4« dv'vkm;vﬂnr

% o v
Continue to trus cap water for all uses — mmmm”mmmt discuss your specific ﬂum.
drinking ¢ u‘n mm;wuna

REMEHBER Coronavirus is NOT transmitted in drinking water
sevage. Please continue hand washing with soap and water for
\1’! st 20 seconds.

ascmater.comicoronins

Get more i

e Suspending all water service shutoffs/waiving late
fees N

. . How Much W Do You Use!?
e Keep the wipes out of the pipes sdropsagallons .

6.1 gallons

15.6 gallons

4 gallons

e Be mindful of water use \

i sesssene
; sessesese

e Save water now... Save money later

e English and Spanish

RUGHS TAKE, g
rerATOR SHOWHTER

uCHA

pa !
o

e Extensive outreach to employees, media,
County and Elected Officials 9%“

WSSC\WATER ' .
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Communicate, Commmunicate, Commmunicate

Messages from General Manager and CEQ Carla A. Reid

March 12, 2020 March 20, 2020

w Coronavirus Qutbrea...  }

March 23, 2020 *Ncw*

March 16, 2020
Manch 12, 2020

TOVID-18 and WSSC Water: Telework

Your Resource for Staying
Safe and Working == Resources

This unprscedented crisis brings challenges anc
changes every dey o oun work and v lile, We aie so
Whznklul for your profound conunilment e vur ean-
water m'sslon during thls pandsmic and assure you
that ynur 3afery is aur numnar-nnz prinrity Burwe
kn o\gycu have concerns and que stEons ;{bout haw to IEIEFB Mg FALS .

Staying Focused When Working From Home

Gtiznce 3 Re SOUFCeS ahihbliiee Tuwa Rautines for Remota Viark Sucress

HEALTHINE Five Ways to Make the Weheam Your Friend

Telework Office Safety Checkiiat
Telework Agieenient

Generzl Teleworking Gu celines
Payment Processing ouring COVID-13

That's what thiz page is all sbout. It's your ona-stop

COVID-19 & TOUF BENETS rezource for the latest nows and updatzs from General TEAMS

A Message tor Kziser Fermanents Members Menager and CED Carla A. Teid, imperiant

Kaiser Permarente - Manage Yeur Health Un 1he informaticr about teleworking and senefits, as well as TEAMS Tutorial
Go tips for avaiding the viras. Soon this page will zlso TEAMS Tips
Kaiser Parmarente - Video Wisits feature ansviers to some of your most frzquently Accassing TEAMS

TEAME Efiquctic

ashed yquesliv

EAP

i - Stay wnad and vish this page offen to remaln up -0 uuLustsN

E‘:‘D =zn;.th ezou:Ei' date If you don’t s2e snmething youre Innging for, Acczas DocuSign
@nd th= Fandemic pleasa submi: your questions 1 Dacu5gn llow To

Tha Dynamice of a Changing Warld  COVID 12

covidl¥quest cnsf@wss cwater.com and we'll try to
raspond as quickly as possible.

‘COVID-19 Tips

Socal Listancing
FPA Informarion nn Nrink ng Water

With the recznt develapl
wl Ihz COVID-19 vinus, VISSC Waler will
Temnporany adiusimenis (puvisions) o Lus
relatzd travel Ifyou are scheduled for Interstate
IFaVE] 0P WOMk-1E1218C DUSTIBSS WIIN e re 3U
days, you are required ic cancel those tavel
s of whether the o

has baen cancelled. fyou have ziready schadulec a
confarence fhal is set o take place beyend 30 days
we raqueet hat you ha'd off cn zny changee at this
fime. If you we-e planning to bosk fravel for business

yend 30 days fic booking an carly bitd isgiaTaton
for a future con‘erence), you are raquested to refran
from booking ai this tiwe. WS5C Water will re-

evaluale businessaclaled bavel al a loler dae

Questions : covid | 9questions@wsscwater.com

WSSCWATER 8
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WSSC Water Commission Performance Report Apr. 2020

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 KPlIs:

» 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.

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
300 300
200 200
100 100

0 0

Sep Dec Mar Jun Sep Dec Mar Jun
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Enhance Customer Experience

Deliver Safe, Reliable and Consistent Service

Accounts Billed On-Time*
% of accounts billed on-time, within 15 calendar days

after billing window closes

100% T Target Range
/ 99.95%
95%
96%
90%
85%
80%
Sep Dec Mar Jun

Past Due Accounts*
# of accounts 30 days past the bill date

100,000

75,000 /\k

72,706
50,000 64,392
25,000
0
Sep Dec Mar Jun

WSSCWATER

DELIVERING THE ESSENTIAL

= This year (FY20)
= = Last year (FY19)

Water Service Restoration Time**
# of outage hours / # of housing units impacted

100
80
60 I\
40 i \

204 -~ ] \

04 1
Sep Dec Mar Jun

Past Due Amount*
$ of accounts (millions) 30 days past the bill date

$50
$40
$30 /_A_ges
$20 $26.4
$10

$0

Sep Dec Mar Jun

*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
Average minutes customer waits for customer care
call center agent

16 13
14
12 /
10 /

8 /

6 =7

4

2

0

Sep Dec Mar Jun

Be a Good Citizen within Our Community

Basement Backups
# of basement backups

100
75
57 y
s N\
50
- LS > - N - N\
45 S
25 35 33
0
Sep Dec Mar Jun

WSSCWATER

DELIVERING THE ESSENTIAL

= This year (FY20)
= = Last year (FY19)

Calls Answered
# of calls answered by a customer care agent / total calls

100%
90% \92.2%
N\ o -
80% 82.5% = N
R - - - \
70% 74.5% \
o 63.7% V
0
Sep Dec Mar Jun

Calls Not Answered
# of calls not answered by a customer care agent / total calls

40%
36.3%
/
30% /
25.5%
- - - - ~ ,
0 y <
20% 17.5% —
/
/
10%
’ 7.8%
0%
Sep Dec Mar Jun
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Optimize Infrastructure

Highlighted Capital Improvement Project of the Month

Project

Planning Area

Description

Estimated Cost

Estimated Completion

Phase

WSSCWATER

DELIVERING THE ESSENTIAL

W-172.09, Rocky Gorge Pump Station Upgrade

Bi-County

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.

$24,980,000

June 2020

Construction

Page 4 of 7



Spend Customer Dollars Wisely

= This year (FY20)
= = Last year (FY19)

Improve Financial Process Efficiency and Fiscal Sustainability

Water and Sewer Expense Budget Spent FYTD
This year's budget (FY20): $802,619
Last year's budget (FY19): $762,693

100% _
“ 069
75% — _ - 9%
500 44% -~
0
25% 794
7%
0%
Sep Dec Mar Jun

Transform Employee Engagement

Acquire the Best People

Positions Filled
# of positions filled / # of actively recruited positions

50%
39%
40%
30% 27%
P

20%
100 19% /

0%

Sep Dec Mar Jun

WSSCWATER

DELIVERING THE ESSENTIAL

Water and Sewer Revenue Budget Collected FYTD
This year's budget (FY20): $802,619
7 7 7 Lastyear's budget (FY19): $762,693

100% -
-
<  98%
75% _ - -
49% - <~
50%
25% 9o =
8%
0%
Sep Dec Mar Jun

= This year (FY20)
= = Last year (FY19)

Retain Top Performers

Turnover Rate
# of employee separations / # of FTEs

1.50%
1.25%
1.00%
0.75%
0.50%
0.25%
0.00%

Sep Dec Mar Jun
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Develop and Grow Talent

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

Retirement Eligibility (Full) Eligible Now

30%

20%

10%

0%

Retirement Eligibility (Full) Eligible Within 5 Years

30%
20%
10%

0%

"?%?g\

WSSCWATER

Sep

Sep

Dec

Dec

30%

20%

10%

0%
Mar Jun Sep Dec

30%

20%

10%

0%
Mar Jun Sep Dec

Retirement Eligibility (Early) Eligible Now

Mar Jun

Retirement Eligibility (Early) Eligible Within 5 Years

Mar Jun
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Protect Our Resources — This year (FY20)

Plan Proactively with Community Stakeholders and Maintain Best in Class Operating Environment Safety

Resolve and Learn from Past Incidents for Employees
Emergency and Coordinated Responses Occupational Injuries
# of cross-departmental coordinated responses, exercises and drills # of occupational injuries
4 24
3 18

2\2\ 12
1
0 (6]

0
Sep Dec Mar Jun Sep Dec Mar Jun
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
20 5,000,000
15 4,000,000
3,000,000
10
2,000,000
5 8 3 1,000,000
12,227 21,513
0 0
Sep Dec Mar Jun Sep Dec Mar Jun
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