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WSSCWAIER

DELIVERING THE ESSENTIAL

General Manager’s Report: Pandemic Performance

July 15,2020
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Protect Our Resources




Steady as

we Flow

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

Water Production
Average gallons of water produced, in millions per day

300

200 183 171
e L
160
100
0
Sep Dec Mar Jun

Wastewater Treatment
Average gallons of wastewater treated, in millions per day

300

196 . - == - ~
200 w ~
195 204 499
100
0
Sep Dec Mar Jun

* Continue to deliver on our clean-water
mission

* Water demand & production steady

* All Safe Drinking Water Act testing
requirements maintained
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Optimize Infrastructure




Technology Cultivates Collaboration

* Use of Teams skyrockets

* DocuSign saves time
O And reduces our carbon footprint

DocuSign Completion Times
7+ Days I |45

2 - 7 Days . 752
2 - 48 Hours - 1,011
| - 12 Hours - 1,080
<tvoor | 5

0% 20% 40% 60% 80%

Teams use has
increased 442%

since early March

Microsoft Teams Calls and Meetings —Calls
1,000 ===Meetings

500

0
/1 3/16 3/31 4/15 4/30 5/15 5/30 6/14 6/29
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DocuSign Environmental Impact

72,480
pages
of paper
saved as

of 7/1/20,
equivalent
to:

1.4 US
-

9.2 Million

Total Energy BTUs

6,510 Pounds

Green House Gas CO, Equivalent

Woater Use 7,740 Gallons

Solid Waste 426 pounds

A
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Equivalent to
greenhouse gas
emissions from an
average passenger car
driving 7,327 miles

o

Equivalent to CO,
emissions from
332 gallons of
gasoline consumed
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Working on All Cylinders

WSSC Water exceeded its
FY20 goal of replacing 25 Miles

Engineering & Construction
maximizing technology

of water main and replaced
total of 28 miles

iy Iy iy wy
W S @ W W G

Iy Iy Iy Iy Iy
W W W W W

W L L L.
@ W W W W O
iy Iy Iy Iy Iy
W W @ W W

iy Iy Iy Iy ey
W W W W W

EEEEEEEEEEEEEEEEEEEEE



-
<
-
Z
w
7]
7

Ty

- 3
] 0 THE.E




WSSCWAT

DELIVERING THE ESSENT!I




Spend Customer Dollars Wisely




Building Budgets During COVID-19

* $134 million in cost savings to offset COVID-19 impacts

[
0 FY 2020: $61.1 million .
0 FY 2021:$72.7 million I
A
A

* County Councils unanimously approved nearly $1.5 billion
FY 2021 budget

* Assistance efforts total $3.2 million —
O Budget includes additional $324,000 to help financially struggling customers o

* FY 2022 — FY 2027 Capital Improvements Program = $3.9 billion .I‘I.
0 Mandated projects = $1.3 billion, or 33.3%
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Enhance Customer Experience




Here to Help

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

100%
90%
80% B2.5%
T0%

60%
Sep Dec Mar

96.0%

Jun

Accounts Billed On-Time

% of accounts billed on-time, within 15 calendar days

after billing window closes

100% Tﬁrﬂe‘Rany 99.7%
9% 96.0%
90%
85%
80%
Sep Dec Mar Jun

Average Answer Speed
Average minutes customer waits for customer care
call center agent

16
14
12
10

8

L= LS T =S 3

Sep Dec Mar

Jun

= This year (FY20)
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* Answering the calls
*Billing on time

* Meter read schedule
compliance = 99%

15
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Pandemic Performance

l #H,O Kudos

E;;“MF‘;IJ ¢ Raini a Albert Zangrill
ity of Mount Rainier e R
Malinda Milse Mavar Assigned to WSSC Water v

=]

May 20, 2020 JUN 10, 2020, 12:37 PM

Ms. Carla Reid, General Manager
Ms. Menica Johnson, Deputy General Manager
Washington Suburban Sanitary Commission

L] o o007 Hi, | wanted to praise the amazing customer service reps that | spoke with yesterday,

especially Cheryl. She took the initiative and demonstrated amazing care by finalizing my
water bill without my asking and calling me back to let me know she'd done so and what

Subject: ~ Commendation for David Wilkins

The purpose of this letter is to commend formally and publicly David Wilkins for

the excellent service he provides to the great City of Mount Rainier, Maryland. the bill was. This enabled me to pay the bill immediately, taking something off of my plate
What has always impressed me about David is the level of service he provides e and getting money to WSSC. Her amazing efforts made it better for everyonel
morning naon or night - emergency or no emergency. David remains

professional and on task. His commitment professionalism while remaining calm
and sttentive to the customer but staying the course to get the job done is
impressive. His interaction with the residents always left a positive impact on
residents.

Courtney @Courtmoud - Jun 27 v
1 a_ppraciate working with Daviq, and the tin:\e, effort, a_nd service r_endered to the @WSSCWaterNews yesterday | reported an issue with our gmund
citizens of Mount are priceless. David spends his time helping to resolve .
water issues and problems, net geing back and forth with the residents or staff. sinking...Dwayne Kennedy. Luke Wellen and 2 other awesome gentlemen

His customer se‘rwce skills are S“'j"e’b"a”'f,:'s :m(wled:a. :xuer:se. and ‘zmck fixed our problem and did it with a smile behind their masks. They were kind,
responses are always appreciated. 1 also like the fact that he is honest and open N | m
about what can and cannat be dene and when. efficient and knowledgeable! Thank you WSSC!!

As you know, residents always want more and more services David’s willingness
to meet with them when needed makes my job easier.

Thank you for assigning David Wilkins to Mount Rainier. He is appreciated.

sincerely, -
B
Yzphenr " el .
Zf‘/f;ﬁfm’u A2 - i JEr—— From: Richard Sinatra <rsinatra6s@gmail,
slinda Miles S i : coms
Msyor. Mount Rsinier, Maryland. sent: Fridary, June 19, 20207:22 as
e pection <in
“A City on the Move" et e tl:m'\':‘?" $ <lohn Horn@essewater.coms
One Municipal Place, Mount Rainier, D 20712 g 7 Sublect: Thanks WSee imspection s -
Phone: (301)08 ax: (301} 085-6595 it &ction Support _
we mouatrzinierm or = e AP
bitgs rainiermior -
—
e
p—
5 emponerm
g

Vhad a question, yesserdzy conce

; nat> Betesdzy, Soncen i
Send: Thursday, lurse 18, 3020 10:07 AM - wmmmmmm
To: Allen, Todd <Todd Allen@wasowater.com> iple of

Subsject: Regira Rodrigue:

the ‘extra yard' in looking, further, into.
g ™Yy Question and how |
EXTERNAL EMAILY el

Todd, hope this email finds you well. | would fke to recommend Fleging Rodriguez for a General Manager's Award. Nol sure the Commission still does General Manages's Awards, | got mare than my
fair share back in the day acsd ol o often WO folks seemed o get mos. As you know sy ceganization cannet survive with o virant HR department, b public praise for that group b 1 rare. Ruging

vy 50 halplul weith # hwalth insstunce s, niving mw sknost $10,000 on & prscripion san She was sl nd v kncwdedguabls. the bast of the bet s the fime petlods ol COVID
induced chalenging work conditions. If you can i L] ¥ i MWoypom ¥ question of st want 1o catch up 410- 1901

Steve Gerwin

The Villages, Florida
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Transform Employee Engagement




Lunch for Essential H,OPeople
STR8NGER
TOGETHE

_atlh
")
v
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H,Know Weekly Updates

* Keeping employees

informed

» Weekly COVID-19

status report

* All-staff updates
and Q&A

* Refilling the talent
pipeline

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

50%
40%
30%
20%
10%

0%

Sep Dec

Mar Jun
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Last year (FY19)

WSSC Water COVID-19 Report to Employees

June 26,2020

A Message from Carla and the Executive Continuity Team

Dear H,0 People,
We've been talking about the "new normal” for many weeks now, but what does ic mean! What lies ahead for W3SC
Water! 'm happy to say tha the New Normal Task Force has been working hard to develop a detaled,
comprehansive recovery plan, which will include faciity-specific raentry policies.

At yesterday's All-Employes ivestream meeting. task force members shred the results of the new normal survey
you all completed. One interesting takeaway was that managers, whether at an on-site faciliy or on telewark, believe
their teams’ productivity has improved or remained the same during COVID-19 operations. That speaks volumes
about what a dynamic and dedicated group you ALL are THANK YOU!

If you weran'e able to catch yesterday's masting, tha racorded version is avaitable here.

1 want to remind you of several important things
We K

orking schedules through September .
‘Coranavirus cases are starting to surge in many states across the U'S. VWearing masks, practicing physical
distancing and washing your hands frequently are all stll crucial to scaying safe and healthy.

Please continue to be careful i you decide to head out, especially if you travel

Ba wall and ramembar: Ve will g2t through this becauss we're al in this togsther.

Carla

WSSC Water: Recovery Phase |- lmmediateﬁﬂins

{64, FOG iapecsans, shuowns 2 bk milwerance or sther apial improvaments)
Continuatian of current COVID- restricting in

policy, schedubes 5
Continue slowing periodic and task.specibe return to work, for work that cannat be completed remotely,
# reviewed and sppraved through the Incident Command strusture.

Develop & comprehensive plan by
Bagin required fcilicy resroficting for safe resurn ta wark.

Develop comprehensive plan to safely restart suspended or rastrictad services not inchuded in

Fhase | (=g, in-hame services).

Conduct 3 manthiy review to make 3ppeopriste djustments in polcy inchaing potental intsrmedisry tteps.

Action Items Supporting Future Recovery Phase 2 .
. Seprember &

important Reminders about Health The current situation in Maryland

and Hygiene 66,115 confirmed pasitives

The CDC announced that the most common B

form of transmission is person to person:

" From prapie with clse cantact witin § feecof aach other

* Through respiratory droplets lrum an nfected individual
through breathing, coughing, an:

« Non.symptamatic pme\zun:nllxpruﬂ covID. 13

+ Link 12 more information 0C here.

State and local governments:
+ Since June 19, Maryland shows the phased reopening of
staurants for indoor dining only, 2z well as outdoor

armusement parks, both of which are only alowed to
Gperate at SN capaciy, Pooks are abowed to ncrease
capaciey to SUX. The reopening of indoar grms s allawed
3¢ 508 capaciey and the respering of indoor entertainment

'Mh\lwlnmwmm:ﬂmnmmpmmﬂ wenues, such as malls and casings, with proper mafety

yourself, your cowarkers, and our

bers.

WSSE Water employees must wear masks at + Montgomery County entered Modibed Phase 2 Reopening
worlk, in compliance with Gevernor Hogan's 3¢ 5pm on June 13 A mumber of non-essents busiesses
executive order. and services were able ta reopen with safety measures in

« Maintsin physicsl distance whensver possible; sy st lc. g nations oo rumber of o
least ¢ feee sway from sthers Gatharings of mare than.30 e b

= Wath your hands often. « FPrince George's County will amend M=L\mng

* Wear any FPE that has been given ta you to sllaw you addielonal restricelon bagnning on Monday, June 29, Click
0 safely complte your work. ez for mare information.

« Homemade masks are allowed and ancourseed, ' Both Manigomary and Privca Gecrge'.countes raguira
per the COC guideines face coverings, and social distancing guidsnce remaing in

« Itis especially crucial that these rules be followed oty

the public and 3 * Face coverings still required in public plices statewide.

such a2 public transt and redail stores, and by order of

People with COVID- 19 have reportad a wida rangs ol sepelsinniyi Uiy e

of symptoms reparted - from mild symptoms to

severe ilness. These symptoms may appear 2-14 days e e et of Btinn (MK

after exposure to the virus: announced chat childcare providers may reopen, Al

+ e Providars met oo al heskeh departmeot procseok 2
- Couh athere to clas iz resticins efiectve June |0

21




Cool Tools of Innovation

* Innovative cool tools
* Fire hydrant repair tool
* Valve monitoring device

* Both patent pending!

* James and the giant printer

WSSCWATER 22
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WSSC Water Commission Performance Report Jul. 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 Budget. This month we are highlighting the following KPIs:

» Sanitary Sewer Overflows (SSOs): There were 6 SSOs and a total of 36,284 gallons released. This is one fewer event than the previous May, but a 169.5%
increase in the volume released. 99% of the discharge was the result of an event on Knoll Dr. in Oxon Hill on the 18th of May where a pipe was damaged by
heavy stream erosion and fallen trees.

* Average Answer Speed: May's average answer speed was 55 seconds, which is an improvement compared to 7 minutes 45 seconds in May 2019.
Contributing to this improvement is a reduction in call volume due to Covid-19 and a successful transition to a fully remote operation without service disruption for
customers.

« Amounts Past Due: Amounts Past Due grew again this month, attributable to the impact of Covid-19 on our customer’s ability to pay. After averaging $35
million from September 2019 — March 2020, amounts past due was $42.9 million in April and increased to $47.9 million in May. To assist our customers,
customer affordability enhancements were recently included in the FY21 Approved Budget.

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% Targetmy — 99.7%
0,
9% 96.0%
90%
85%
80%
Sep Dec Mar Jun

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

100,000
92,520
75,000 /\u
50,000 64,392
25,000

0
Sep Dec Mar Jun

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

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

100
80
60 I\
40 i \

20 ~ ; N

04 2
Sep Dec Mar Jun

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

$60
$50

$40
$20 $26.4

$10
$0

/ $47.9

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).
Page 2 of 7



= This year (FY20)

Enhance Customer Experience — — Last year (FY19)

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
16 100%
14 o 96.0%
12 90%
10
8 80%
6
4 70% (4.5% \
2 63.7%
0 60%
Sep Dec Mar Jun Sep Dec Mar Jun
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
100 40%
36.3%
/
75 30% /
25.5%
=~ - - ~ ,
50 20% 17.5% .
25 10%
4.0%
0 0%
Sep Dec Mar Jun Sep Dec Mar Jun
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Optimize Infrastructure

Highlighted Capital Improvement Project of the Month

Project S-43.02, Broad Creek Wastewater Pumping Station Augmentation
Planning Area South Potomac Sector PA 8
Description This project provides for modifications to the Broad Creek Wastewater Pumping Station and Force Main system for

conveying Broad Creek sewerage basin flows to the Piscataway Water Resource Recovery Facility. The Broad
Creek WWPS Facility Plan included assessments of engineering, economic, environmental, and local community
impacts, and recommended the construction of a 48-inch diameter force main and capacity enhancing modifications
at the pumping station. At the Piscataway WRRF, a concrete storage facility was constructed in the upper existing
polishing pond, allowing intermittent storage of excess sewage until flow levels at the plant allow treatment.
Implementation of this alternative was approved by the Environmental Protection Agency and the Maryland
Department of the Environment (MDE).

Estimated Cost $188,381,000
Substantial Completion Date January 2020
Phase Complete

Broad Creek Wastewater Pumping Station

WSSCWATER Page 4 of 7
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Spend Customer Dollars Wisely S Sl

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 — | NS year's budget (FY20): $802,619
7 7 7 Lastyear's budget (FY19): $762,693 7 7 7 Lastyear's budget (FY19): $762,693
100% _ 100% 85% _
82% ~ ~ 98%
75% e 75% ’
50% 50%
25% 0, 25% 9o —
7% 8%
0% 0%
Sep Dec Mar Jun Sep Dec Mar Jun
= This year (FY20)
Transform Employee Engagement — — Last year (FY19)
Acquire the Best People Retain Top Performers
Positions Filled Turnover Rate
# of positions filled / # of actively recruited positions # of employee separations / # of FTEs
50% 1.50%
39%
40% 1.25%
0
30% 1.00%
0.75%
0,
20% / 0.50%
10% 9% 0.25%
0% 0.00%
Sep Dec Mar Jun 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

Retirement Eligibility (Early) Eligible Now
30%

20%
10%

0%
Mar Jun Sep Dec Mar Jun

Retirement Eligibility (Early) Eligible Within 5 Years
30%

20%
10%

0%
Mar Jun Sep Dec 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 closed
4 24
3 18
2 \2\ 12
1 1
0 0 2
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
6
5 8 1,000,000
12,227 4,001
0 0
Sep Dec Mar Jun Sep Dec Mar Jun
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