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DELIVERING THE ESSENTIAL
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Proactive Response to COVID-19

* Phase |:March 12,2020 - Travel and meeting restrictions, increased
telework, suspension of shutoffs and late fees

* Phase 2: March 16,2020 - Mandated telework flexibility by managers,
mandated social distancing, modified liberal leave in effect, advanced

sick leave policy, suspension of planned water shutdowns, closure of
WSSC Water facilities to the public

* Phase 3: March 24,2020 - Limited non-emergency personnel at
facilities, mandatory telework, staffing/schedule changes at staffed
facilities to maximize workforce resilience

WSSCWATER
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Safety Measures

Stay home when you are sick — report sickness to supervisor

Wash your hands often

Avoid close contact with people who are sick, even inside your
home

Put distance between yourself and other people outside of your
home

Cover your mouth and nose with a cloth face cover when around
others

Cover your cough or sneeze

Clean and disinfect frequently

WSSCWATER
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Proactive Recovery From COVID-19

New Normal Task Force:

* Focus on people, processes and tools in the new workspace
environment

* Expansion of some services or activities restricted or suspended
during COVID-19 response

* Developing comprehensive recovery plan: September 8,2020
* Consistent with state and local guidance

* Integrating with Montgomery and Prince George’s counties
recovery planning

WSSCWATER
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Wipes in Pipes Goes International

Bloomberg @ @business - Jun 8 v
§ Think twice about flushing disposable wipes down the toilet. =

U.S. sewers are getting clogged with them during the pandemic, with one
Maryland utility reporting a 17-ton increase at one pumping station in Marc
and April trib.al/TMne0Gt (Video via @QuickTake)

Associated Press story shines v
Vo T, e A : i anten.ga
spotlight on WSSC Water UL o R 1o coaties

fuera de las
- tuberias!

* Story was picked up by nearly

500 media outlets across the world
* Reached more than |.5 million people

* Media websites had nearly
400 million unique visitors

* Publicity value = nearly $450,00

WSSCWATER 5
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Protect Our Resources




Protecting Public Health

Resumed extensive testing for Per- and o a\mw‘ﬁ:‘\g&s
. atel ubs
Polyfluoroalkyl substances (PFAS) - Eﬂe‘:‘s;‘;y“umoa\\t S Lrements
est’ per-an state Red
sCc Wa ce of P€ deral @ .
. éeteﬂtmese“ d B yon Fed® 4 state Acti
Proactive measure above federal/state to coes 00V et ond
. . e Meast rages contl ter SU
guidelines proact! yator ENCOUTS T prinking
wSSC to Pro

Complements aggressive water quality
testing program — 500,000 tests per year

Water is SAFE

Strongly encourage continued federal/state
action to protect drinking water supplies

WSSCWATER 7
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Protecting DrlnklngWater Supply

Joined Montgomery County leadership to

launch Salt-Wise campaign

Salt impacts water quality
o Cannot be removed during treatment

Corrosive chemical impacts water main

integrity
o Leads to breaks and discolored water

process

Chloride Concentrations (ndl;) :

mu’.

Increase in salt (chloride) in the * 4
Potomac River over the past 30 years

WL N e

H 8 -3

Mocs Don catersad ot o Pocsmac Watsr Fuvases Mumt

Campaign targets residents
o Easyas|-2-3

Shovel @ Melts 10

Right B - Sidewalk
Squares

s

o

H 8 =2

Chloride Concentrations (mg/L)

WSSCWATER
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Optimize Infrastructure




Bioenergy Groundbreaking

* Piscataway Bioenergy Project
o Benefits: sustainable, safe, green energy, $3 million in cost savings
o May 29, 2019: Groundbreaking ceremony

o April 15,2020: Approved Phase Two funding
o Total Investment = $27 1 million

HYDROLYSS
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Brighton Dam Upgrades Complete
* Originally built in 1944

e $24 million investment;:
o New concrete surface to spillway
o Rehab of gates: new tracks & rollers
o Heaters to prevent freezing
o New stairways & platforms at key locations [

* Extended life of dam 40-50 years

* Completed in January 2020

* Recreation area now open

11




Utility of the Future Today Award

* Won for Beneficial Biosolids Reuse

o Piscataway Bioenergy Project NACWA

A Clear Commitment to America’s Waters

@ Water
Research
Foundation*

58
Watershcd\ Energy

Stewardship  GRGANIZATIONAL Efficiency
. CULTURE __

* Award looks at big picture:
o Efficient operations

o Enhanced productivity
o Long-term sustainability Water Environment

Federation’

the water quality people”

* Four major water industry sector organizations involved

12



Spend Customer Dollars Wisely




June-Oct. 201 6: Bi-County Rate Structure Working Group
develops alternatives

Nov. 2016-Jan. 2017: Stakeholder Representative Group
provides input

April 2017: Cost of Service study complete

May 2017-July 2018: Extensive & transparent public outreach on
alternatives

July 2018: Commissioners select four-tier inclining block rate
structure

Jan.2019- Jun 2019: Extensive public outreach
June 2019: New, modern and simplified rate structure adopted

July 2019: Rate structure took effect

‘ COMBINED WATER
& SEWER RATES

. TIER 4 $20.26/1,000 gals
° > 276 gafions per day

TIER 3: $16.09/1,000 gals
166-275 gailons per day

I TIER 2: $13.20/1.000 gals
o 81-165 galions per day

TIER 1: $11.89M.000 gals
0-80 gallons per day

WSSCWATER
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AAA Rating for AAA Utility

* Once again, earned AAA bond ratings from all
three financial rating agencies:

o Fitch Ratings, Standard & Poor’s, Moody’s Investor
Service

* Rating reflects strong financial record

* Allows WSSC Water to borrow money at
lower rates

15




Bonds... Green Bonds

e Sold $54 million in Green Bonds on Dec. |12

o Major Milestone: WSSC Water'’s first Green Bonds sale
o Part of $234 million bond sale

* Green Bonds fund projects that protect the environment
or address climate change

* WSSC Water Green Bonds projects:
o Potomac Water Filtration Plant (WFP) Consent Decree
o Potomac WFP Pre-Filter Chlorination & Air Scour Improvements
o Large-Diameter Water Pipe & Large-Valve Rehabilitation Program

WSSCWATER
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What is Possible?

* Formed Strategy and
Innovation Office

* Jaclyn Vincent, Chief Strategy
and Innovation Officer

o Yvonne Carney, Director,
Strategic Performance

o Keith Tyson, Director, Innovation
and Research

17



Enhance Customer Experience




Out With the Old - In With the New

* C2M replaced Customer Service

Information System

CSDB8OSE-1
INQUIRY MODE
STORE NO:

CUSTOMER SERVICES INFORMATION SYSTEM
GENERAL ACCOUNT INQUIRY
CREATE DT: 0LD AC

CUSTOMER INFORMATION

XREF :

PRMT:

VTAMOSS 18/25/18
3192 11:34:01

NO OF OC

LIFE SUPPORT REQ'

AWAY FROM PRO

N RETURN DATE:
LOT/BLK: PROP CD: SUBD: I »
MTR ID
MTR SIZE: DAC INFO:
STATUS: DIAL 1 DIAL 2:
HLD CD/DT: I0R: DIAL 3 COMP/R:
HLD CD/DT: DIALS: SPEC BILL CD:
ARNGMNT : 5 USE: BILLING CVYC:
CORRESPND: MAINS: TYPE RD:
ADJMNT: SUBS: BILL AMT/DT:
BLK PA-CH: TRACE: PAY AMT/DT:
FLD SERV: BILL-TO DT: ACCT BAL:
PENALIZE: RD CYC: ACCT NOTICE:
FILM DATE:
DEBIT IND: PAGE: 9 GRID: 200-FT: N RND UP: N
ENT=CON F2=CE F3=PPIS F4=CAP F5=TXT F7=PRE F8=NXT F9=QVW FI0=EBI 12=REF CLR=RTN

* Allowed us to replace
| 6-tier rate structure with
simplified four-tier structure

Customer to Meter

€2M TRND  Oracle Utilities Customer To Meter

About@) USERO1 W

L]
) N eW C l I St O m e r I n t e rf a C e A Home T wenu MY Admin  { History €3 ConvolContal [ Account information f——— o @hen
+| Control Central Bookmark  Clear Refresh 4 Alerts © ol
Main | Account Information | Customer Information ~ Account Tree  Premise Tree  BillPayment Tree  Pay Plan Tree
A Alerts 4 Customer Information (Map Zone)

Last Coniact: 13 days ago - 01,USER

2 Open Contact(s) for Persan

Account Relationship Type Property Owner

‘Seasonal Address Gurrently Effective (0
ate 03-27-2018

o Captures more information to
better inform customers

Customer Class Residential
Bill Cycle Quarterly Day 47

Next Credit Review Date 10-03-2018

4 Current Context ko = 1234 Blairton Court
ymes, Andrew GREENBELT, M
USA Residential -

Person

Account ID 83020000 4 Haynes, Andrew, Residential, §139.24 Start Service
Current Balan, 513024 E—
Premise 1234 Blairton Court, GREENBELT, MD, 20770-0000 Stop Service

Customer Information 4 Creditand Collection Info

4
= AccountiD 4233020000

Main
= Haynes, Andrew
Customer
0327-2018
WSSC

Customer
Residential
Class Last Pa )
8l Cycle Quarterly Day 47 8 52.24, Du
Current Credit Date 05-03-2018
Rating 100 Next Bill Date 12-11-2018
s OO 01 4 CurrentTo Do

WSSCWATER R

DELIVERIMG THE ESSEMNTIAL 4 Customer Contact

afldsisafsdifatds!
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New Customer Bill
BREAKING DOWN

YOUR WATER & SEWER BILL

We created a user-friendly format that highlights

and summarizes all the important bill elements.

WSSCWATER

Water and Sewer Bill

@ What Do | Owe And When Do | Pay?

PRIOR BALANCE

CURRENT CHARGES

Customers will have a new 10-digit account number
“If you use automatic bill pay - you will need to update
your account number with your bank.

Pagst o2

Aceount Number

Bill Date
0112118

Bill Period
10118/18-01/2118
94 Days

We highlighted
and moved
the billing total
right up front.

@ Contact WSSC Water

WESC Water
14501 Swettzer Lane
Laurel, Maryland 20707-5002

Phone 3012054001
T 301-206-8345
Emergeney  301-206-4002
Online wsscwater.com

Emergency Service and the Interactive Voioe
Response System are avallable 24 hours a day

Did You Know?

Additional Billing Information is Online
Far biling information, including our rate structure
fees and ways to pay, visit wsscwater.comipaymybil

We know that it
is important to be
transparent about fees.

Page 7otz
My Billing Details

PRIOR BALANCE $0.00
Last Statsment Balarce $184.30
Payment(s) Received by 01/21/19 3184 30
WATER CHARGES - July 2018 Rates $116.60
20,000 galions x $5.83 per 1,000 gallons. 511880
SEWER CHARGES - July 2018 Rates $15257
18.000 galions x $8.03 per 1,000 gallons. 15257
FEES AND OTHER CHARGES $44.28
State of Maryland Bay Restoration Fee §15.44
Account Maintenance Fee $16.48
Infrastructure Investment Fee $1236
TOTAL DUE $313.
Total Due after 02/20/19 (including late fee) $329

My Meter Reading Details

| Water and Sewer Usage: 20,000 gallons |

SUB METER: S 67675846
Current 154,000 Act 01/2119
Previous: 153000 Act 1014918
Usage 1,000 gallons
Credit: 1000 gallons

METER #: § 67675848
Current 747,000 Act 01/21119
Previeus: 727,000 Act 1011918

$0.00 + $313.45 =
Dus 022018
How Much Water Do | Use? @ Need Assistance
Average gallons used per day
- For quesins a0l Bling, account mainienance o
psyments, call Customer Servics. 730 am to 7:00p .
We provided 212 Mlonday - Friday st 301-206-1001  For smergency
h_ service 24 hours daily. call 301-206-4002.
a graphic 141
illustration
to help you - = - @ My Wates Qualtey
H s 0TSE 10191 0121119
easily check ourlaest W Gty Rt o avafal
your usage 20,000 212 55 oo e arcs st ooy o yor i e
Tatal gallons usad Average gallons used Average gallons usad Asalways, WSSC Water has met or done better
and r.nake sure i pariog par day i pariod per day by 3 tymca porson nan At rking water quaity stanaards. 1o eeeive
nothing looks 20,000 Gllons 54 Days » 212 Average Dy Gaons a paser copy phease call 301-206-8100
out of place.
TETLM this portion with your payment. Iotal Due
¥ $313.45

‘and wite your acoount number on the check

Aceount Number

Ator C2/3018 Pay 333412

Pennies Make a Difference P[] Rours Up Amount

Serviee Address Contribute o the WSSC Water Fund by checking the e
Round Up box or witing in your doration of $1 or i
Inore, Vist wssowater leam more. fater Fund Amount

$

Total Payment

WSSCWATER

DELIVERING THE ESSENTIAL
Check out our bill calculator at:
wsscwater.com/calculator
301-206-WSSC

e

19510055734000000003291200031345

We are providing additional Usage: 20000 gallons

space to communicate important
information to you about your
water and sewer service.

@ How Do | Pay?

We highlighted and
streamlined your meter
reading details to provide
another way to check
your usage.

Pay your bill using one of the options below, Visit wsscwater.com/paymybill for more information. To let us know how we are.
doing and if you need further assstance, emal customerservice@wsscwater.com o call 301-206-4001

= ¢ é (=]

ONLINE PHONT IN PERSON MAIL
4 301-208-4: WSSC water WSSC Water, Revenue
14501 Sweitzer Lane 14501 Sweitzer Lane
Laurel, WD 20707 Laurel, MD 20707

wen you
gﬁ rrart prane
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Award-winning Utility... AGAIN!

* 2019 Sustainable Water Utility Award

o Awarded by Association of Metropolitan Water
Agencies in October 2019

* Sustainability initiatives included:
o Project Cornerstone

Modern, simplified rate structure

@
o Piscataway Bioenergy Project
@

Community outreach and classroom education

WSSC Water will transform seveage into renewable energy at the
Plscataviay Water Resource Recovery Facility (formerly known as
Plant). Usingct 2

WSSCWATER
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Honoring 25 years of the

e 2nd Annual Blue Tie Ball

o Honored Water Fund founders

o Recognized water affordability
champions

* Imagine a Day Without Water
o No Water, No Beer Bingo

o Two Denizens Brewing Co.
locations

B nililis :

= J(')ﬁ_ﬁa\@ Imagine a Day

1 /=530 Without Water
‘@@mr.4  October23,2019




Transform Employee Engagement




Employee Team Building and Trainin
* Utility Services Employee Appreciation Day Ve E i A e

* New round of
Come in Unity Meetings

* Mandatory EEO training for
all employees completed

EEEEEEEEEEEEEEEEEEEEEE



C2M Goes Live!

Teamwork Made it Happen

* Intensive training

* Highly supportive

* Recognition for hard work




Recognized for Excellence

* CS Week awarded WSSC Water:
Best Customer Information Systems
(CIS) Implementation

* Award based on budget, schedule . oy a
adherence, operational efficiency Congratulations
after go-live, innovative solutions and to_t‘h@ 2020 EEA

improved service levels s and

* CS Week recognizes utility customer —— S
SerVice exce”ence - v IIIII IS IS IO, SIS TIL ISR SIS GGG OGS

26



Questions!?

= >
% > (o 8
e L = FOG L
A E g & WORK C>) 5
z
BRIGHTON DAM 2 & i THRIVE 0 WORLD-CLASS
ECONOMIC = O Y1 CHESAPEAKE BAY
DEVELOPMENT% ~ 2 FOCUS o TRANSPARENCY _
YT A — ACCOUNTABILITY
TRIADELPHIA = & CUSTOMER
= SERVICE
PATUXENT > 5
COST EFFECTIVENESS i\ O =
= ROCKY GORGE
POTOMAC - hJ) INNOVATIONSTEAM o S FINANCIAL STABILITY
Z < Y UF
58 = '« 5 5 = 2 SUPPLIER DIVERSITY
PRINCE GEORGE'S COUNTYE & = &= - COMMUNITY 5.0 5 2 MONTGOMERY COUNTY
Z N OUTREACH 2 oc =
EMPLOYEE ENGAGEMENTE & (5 2 < SE
2 = o~ 0%
8 U 5 E‘E v N R
: 5
T
-

WSSCWATER 27
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WSSC Water Commission Performance Report Jun. 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:

» Water Production: April averaged 151 MGD of water produced, which is on par with the amount produced in April 2019.

» Sanitary Sewer Overflows (SSOs): There were 5 SSOs in April and a total 4,001 gallons released. This is 1 fewer event than the previous
April, but a 25% increase in the volume released. The vast majority (83%) of the discharge was result of an event on Glenallen Ave in Silver
Spring on the 16th of April where a mass of rags created a blockage in the sewer line.

* Amount Past Due: In response to the Covid-19 pandemic, collection activities have been suspended (i.e. turn-offs and waiving late fees). While
averaging $35 million from September — March, amounts past due grew to $42.9 million in April. As we continue in this unique situation, this figure
may continue to grow. To further assist our customers, customer affordability enhancements were recently included in the FY21 Proposed Budget
(increased from $2.88 million to $3.21 million).

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

WSSCWATER Page 1 of 7



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% — Target
Range
/ 99.75%
0,
9% 96.0%
90%
85%
80%
Sep Dec Mar Jun

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

100,000
86,037
75,000
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 ) \
20 , - ; \

04 2
Sep Dec Mar Jun

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

$50

$40 e $42.9
$30 /_/\

$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).
Page 2 of 7



o m— Thij FY20
Enhance Customer Experience R

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 13 100%
14 95.4%
12 90%
10
8 80% 'S
6 \
4 709% (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% P
25 10%
4.6%
0 0%
Sep Dec Mar Jun Sep Dec Mar yo Jun

WSSCWATER Page 3 of 7
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Optimize Infrastructure

Highlighted Capital Improvement Project of the Month

Project W - 000172.0, Patuxent Raw Water Pipeline
Planning Area Bi-County
Description The existing raw water supply facilities are hydraulically limited to 72 MGD with all pumps running at the Rocky

Gorge Pumping Station. In order to convey more than 72 MGD of raw water, a new raw water pipeline is required.
A fourth raw water pipeline from the Rocky Gorge Pumping Station to the Patuxent Plant and modification/expansion
of the Rocky Gorge Pumping Station will provide a firm raw water pumping transmission capacity of 110 MGD.
These improvements, in conjunction with expansion of the Patuxent Water Filtration Plant, will give the Plant a firm
nominal capacity of 72 MGD, with an emergency capacity of 110 MGD.

Estimated Cost $33,788,000

Estimated Start of Construction Fall-2020/Winter-2021

Anticipated Duration 2.5 years after Notice to Proceed

Phase Project Design Complete

Patuxtent Raw Water Pipeline

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% >
74% ’0 78%’ -~
98%
75% - o 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

WSSCWATER Page 5 of 7
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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
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
5 8 5 1,000,000
12,227 4,001
0 0
Sep Dec Mar Jun Sep Dec Mar Jun

WSSCWATER Page 7 of 7



