
















Washington County Service Authority

General Manager

Report and Update



Fries and WCSA

WCSA had the opportunity to help the Town of Fries with their inline 
turbidimiter equipment which helped the Town with compliance. In 

addition to the Town, the Virginia Department of Health was also 
appreciative to WCSA Staff for their help. 



General Assembly Special Session

• Governor Glenn Youngkin has called for the General Assembly to return for 
a special session to complete work on bills left in conference earlier this 
month, including the 2022 (Caboose) budget and the 2023-2024 biennial 
budget

• Special Session begins April 4th

• At present, there do not appear to be bills of interest to WCSA in the 
Special Session

• Cyber Security is front and center. It was only four months ago that 
Virginia’s Division of Legislative Services was rendered inoperable by a 
cyberattack that impacted the drafting of bills and prevented the staff of 
the House Appropriations Committee and the Senate Finance and 
Appropriations Committee from accessing their computer files.



Customer Cost: Part 1



Customer Cost: Part 2

$14,198 

$13,908 

$15,002 

WCSA WVWA BVUA

Annual Water Operating Budget/ 
Mile of Main

Operating Budget?
• Compensation & Benefits
• Debt Service
• Electricity
• Chemicals
• Vehicles

WCSA has most debt 
of the three and the 

second lowest 
cost/mile of main. 



Customer Cost: Part 2

$18,480 
$20,047 

$27,687 $26,784 

WCSA WVWA TOA BVUA

Annual Sewer Operating Budget/ 
Mile of Main

WCSA has the most
pumping stations 

(31) and the lowest
operating cost/mile 

of main.

Operating Budget?
• Compensation & Benefits
• Debt Service
• Electricity
• Chemicals
• Vehicles



Customer Service Report and Update

Holly Edwards



Telephone Situation

• Unable to obtain beneficial data from existing system for better defining our problem.
• Circa 1995 model
• Some date, little analytics (“wait time”, “calls/CSR”, “calls to VM”, “what days are calls the 

highest”, etc.)

• Advertised and interviewing for the new Customer Service Representative (will help)

• Reopening lobby (if approved) may help

• Planned/unplanned absences have not helped

• Met with CenturyLink to learn more about our service and phone system

• Contacted five local companies to understand how they manage calls and their 
experience

• One demonstration so far with more to come

• Next steps:
• Complete company scan and demos
• Present solution to Board
• Procure solution (if required)



Administrative Building Improvements

• Architect (Thompson & Litton) is helping us with:
• Board room dais (multi-function)

• Parking lot light code issues

• Second drive-thru

• Carpet

• Reviewing Narrative Design Submittal from T&L dated March 15th

(excludes lobby security issues)

• T&L has been requested to revise the scope of work to include lobby 
security issues identified by tomahawk security Solutions
• If the lobby is reopened, we think the second drive-thru line is not needed



Washington County Service Authority







 One of those hard to replace meters 
 In a parking lot almost completely paved over
 It was installed in 1999 
 Travis Brown and his crew did a great job replacing this meter



Takeaways:
1. Meter reading accuracy using AMR is 99.8%
2. Meter reading issue is broken cable between ERT and Meter 







Takeaways:
1. MTD March Meter Leaks trending to < 100
2. Meter leaks are in part due to gaskets 
3. Recording meter gasket change out using ArcGIS Survey 



Takeaways:
1. Meter leaks along with seasonal line breaks resulted in a consistent number of call-outs in February



12 Inch Main Line Break Industrial Park Road

 Cast Iron pipe
 Cut out a section and replaced
 Repaired with 2 Hi-Max  couplings
 5 hours to repair 



Commercial Water Meters in Parking Lots and Drives 
Have to drill 7/8” hole in meter cover to install transmitter for AMI reading 





Water Production Operations
• Chance Moore - Passed Class 2 Exam

• Harry Frye (Roho) - Passed Class 1 Exam 

• Reservation Spring went out of service for two days due to heavy precipitation.

• Finished Water Meters were Calibrated

• Supplier review to quote update of Middle Fork SCADA



Water Production Operations

• Established design concept for Cole Spring Overflow Metering working with Todd Mitchell and Bobby Gobble.



Water Production Operations

• Completed updates of Taylor’s Valley Pump house

• New Chlorine Scales New Gas Regulators
• New Chlorine Leak Detector New Fluoride Saturator
• New Chlorine Analyzer New Plumbing throughout

Before After



STABILITY
Treatment Facility Average Raw

Water Turbidity
Max Raw Water 

Turbidity
Average Finished 
Water Turbidity

Max Finished 
Water Turbidity

Middle Fork DWP 16 (NTU) 171 (NTU) 0.03 (NTU) 0.14 (NTU)

Mill Creek 0.71 (NTU) 3.90 (NTU) 0.02 (NTU) 0.03 (NTU)

Treatment Facility Average Finished Water 
Chlorine Residual

Average Distribution 
Chlorine Residual

Middle Fork DWP 2.20 mg/L 1.50 mg/L

Mill Creek 1.56 mg/L







Human Resources & Safety Dashboard

Strategy
• Establish Open Communication
• Develop & Implement Policy and 

Procedures
• Involve Everyone 
• Provide Training
• Establish Benchmark & Review Progress
• Use Positive Reinforcement

Key Process Indicators (KPI)

Human Capital

Absenteeism 8.6%

Overtime 9.9 %

Headcount 78

Safety Employee Relations

Score 
Card

Benefits/Demographics 
Training/Development 
Investment

100%

Looking Forward

Open Positions  4

LTA 11/6/21

LI 02/14/22

On Our 
Minds

Payback

Average Age

$108,000

46

Investment  

Hours  

$1,072
39.5
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Human Capital KPI
Attendance 

• Red line represents Industry Standard for Absenteeism 
2.8%

• Black # within the blue bar chart represents the # of 
employees by department 

• Damascus only has 1 employee
• MFWT absenteeism is elevated because we allow sick-

time to be used to make employees whole when off on 
STD

• Remaining departments reflect the COVID-19 absenteeism 
trend
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Human Capital KPI
Overtime 

• Red line represents Industry Standard for Overtime at 3%
• Black # within the blue bar chart represents the # of 

employees by department 
• Elevated overtime in maintenance is due the contractors 

working overtime and the RPR requirement 
• Elevated overtime at MFWT is because of a backfill for STD 

employee 
• Elevated overtime in Meter is because meter project and 

gasket replacement
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Human Capital KPI
Headcount  

Open Positions
• Customer Service
• Information Systems
• Technical Mgr/Engineer

New Hires
• Maintenance Kevin Alexander 
• Maintenance Travis Hughes

Terminations
• 0
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Human Capital KPI
Safety  

Days without a Lost Time Accident
• Administration-133
• Customer Service-133
• Maintenance-133
• Productions MFWT-133
• Meter-133
• Production Hall Creek-133
• Production Damascus-133
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Human Capital KPI
Safety Incident 

Accident
• Crew chief’s bumper vice caught the door of crewmember 

truck when pulling out damaging the driver side door
Preventative Actions
• Drill additional whole into the vice receiver to prevent the 

vice from hanging out side of the truck
• Made the change to all bumper vices
• Added visual inspection to preflight checklist

Before After
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Human Capital KPI
Employee Relations 

On Our Minds
• Ordered small adjustable wrenches for all crew members 

for tightening meter yokes due to the increased number of 
leaks

• Purchased yoga matts for crew to avoid soiling uniforms 
with cold, wet mud
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Human Capital KPI
Benefits

Trends
• $108,000 Payback 
• 15% Utilization rate for RX drugs
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Human Capital KPI
Demographics

Statistics
• 27 Employees fall between the 50-59 Category
• 15 Employees fall in the 60+ Category
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Human Capital KPI
Training & Development Investments

Training Completed
• COVID-19 39.5 hours $1072

Safety Initiatives
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Human Capital KPI




