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Protect Our Resources
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Steady as we Flow
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• Continue to deliver on our clean-water 
mission

• Water demand & production steady

• All Safe Drinking Water Act testing 
requirements maintained

Pandemic Performance
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Optimize Infrastructure
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Technology Cultivates Collaboration
• Use of Teams skyrockets 

• DocuSign saves time
o And reduces our carbon footprint
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Pandemic Performance
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Microsoft Teams Calls and Meetings Calls
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Teams use has 
increased 442% 

since early March



DocuSign Environmental Impact
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Pandemic Performance
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Equivalent to 
greenhouse gas 
emissions from an 
average passenger car 
driving 7,327 miles

72,480 
pages 

of paper 
saved as 
of 7/1/20, 

equivalent 
to: 

Wood 1.4 US 
Short Tons

Total Energy 9.2 Million 
BTUs

Green House Gas 6,510 Pounds 
CO2 Equivalent 

Water Use 7,740 Gallons

Solid Waste 426 pounds

Equivalent to CO2
emissions from 
332 gallons of 
gasoline consumed



Working on All Cylinders
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Pandemic Performance

WSSC Water exceeded its 
FY20 goal of replacing 25 Miles 
of water main and replaced 
total of 28 miles 

Engineering & Construction 
maximizing technology



10



11



Spend Customer Dollars Wisely
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• $134 million in cost savings to offset COVID-19 impacts
o FY 2020: $61.1 million
o FY 2021: $72.7 million 

• 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

• FY 2022 – FY 2027 Capital Improvements Program = $3.9 billion
o Mandated projects = $1.3 billion, or 33.3%
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Building Budgets During COVID-19
Pandemic Performance



Enhance Customer Experience
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Here to Help
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•Answering the calls

•Billing on time

•Meter read schedule 
compliance = 99%

Pandemic Performance
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#H2O Kudos
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Pandemic Performance



Transform Employee Engagement
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Lunch for Essential H2OPeople
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Pandemic Performance



H2Know Weekly Updates
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• Keeping employees 
informed

• Weekly COVID-19 
status report 

• All-staff updates         
and Q&A

• Refilling the talent 
pipeline 

Pandemic Performance



Cool Tools of Innovation
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• Innovative cool tools 
• Fire hydrant repair tool 
• Valve monitoring device

• Both patent pending!

• James and the giant printer

Pandemic Performance



• James H. video
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Questions?
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WSSC Water Commission Performance Report Jul. 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 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. 
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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).
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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 S-43.02, Broad Creek Wastewater Pumping Station Augmentation

Planning Area South Potomac Sector PA 8

Description

Estimated Cost $188,381,000

Substantial Completion Date January 2020

Phase Complete

Broad Creek Wastewater Pumping Station

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).  
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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 closed

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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