






















Washington County Service Authority



• Their mission is to challenge individuals to become actively 
involved in community affairs and to provide the necessary 
background to enhance their leadership abilities. Leadership 
Washington County is a non-advocacy, non-partisan group.

• Objectives:
• Unite individuals of diverse backgrounds and experiences, who 

demonstrated an interest, talent, and commitment to leadership.
• Educate participants about the dynamics of social, economic, and 

political institutions and resources in our area.
• Increase participation in community service and develop a vision for 

Washington County among participants

• 8 sessions of one-day duration beginning September 21st and 
ending with Graduation May 17th.

• 2021-2022 was/is the 28th Year.



• Customers sometimes ask, why is my bill higher than my friend 
who lives in ___________. 

• Rate comparisons will never be apples to apples however, we can 
compare and shed light on why one bill may be higher/lower than 
another.

• In the coming months, in comparison to three other utilities, we 
will look at some of the things we can compare and which result in 
the rates we see today.



When normalized for 
density, WCSA is on par 
with the other utilities.



Customer Cost: Part 2

$14,198 

$13,908 

$15,002 

WCSA WVWA BVUA

Annual Water Operating Budget/ 
Mile of Main

WCSA has most debt 
of the three and the 

second lowest 
cost/mile of main. 

WCSA’s operating cost/mile of main 
is among the best in the 

comparison!



$84,860,126 

$69,520,163 

$1,453,349 

WCSA WVWA BVUA

Long Term Water Debt

All figures based on 
2019 Audit (before 
Galvanized Phase 3 -
$30M).



$3,899 

$1,095 

$184 

WCSA WVWA BVUA

Water Long Term Debt / Customer

$99,136 

$56,201 

$9,689 

WCSA WVWA BVUA

Water Long Term Debt / Mile of Water Line



$12,116,590 

$63,486,981 

$6,684,706 $-

WCSA WVWA TOA BVUA

Long Term Sewer Debt

All figures based on 
2019 Audit



$4,915 

$1,119 
$1,327 

$-

WCSA WVWA TOA BVUA

Sewer Long Term Debt / Customer

$114,904 

$64,323 
$60,223 

$-

WCSA WVWA TOA BVUA

Sewer Long Term Debt / Mile of Sewer Line



• Why does WCSA appear to have more debt than the other 
utilities? 
• WCSA is investing in water/sewer system extensions of service. We 

think BVUA or the TOA systems are built-out and therefore do not have 
system extension debt.

• WCSA has invested in not only maintaining its infrastructure but also 
replacing and expanding it. 
• A total of $80 million has been invested in the renovated and expanded Middle 

Fork Drinking Water Plant from 4.6 MGD to 12.0 MGD and replacement of aging 
2” diameter galvanized waterline where we increased the size of most lines to 6” in 
diameter or larger to allow for fire protection and growth. 



51 to 25 
Connections

53 to 25 
Connections

25 
Connections



• Yellow

• Green





• Interviewing to fill two positions: the position approved by 
the Board in March and a recent vacancy

• Meet with Embarq and two telephone system service 
providers

• Recommend WCSA replace its circa 1995 traditional analog 
landline telephone system with a VoIP system



• What is VoIP?

• Voice over Internet Protocol, or VoIP, is a type of 
communication technology (comprising both hardware and 
software) that allows you to make phone calls using an 
internet connection rather than a traditional analog phone 
line that uses wires or optical fibers to make a connection. 
VoIP is also known as internet calling or IP telephony.

• VoIP is transmitted through various methods, including 
traditional phones, smartphone apps, computer software 
and specific VoIP-enabled phones.



• How does VoIP work?

• VoIP works by breaking up your voice into digital packets, like electronic 
envelopes, and sending those packets as data to the recipient over the 
internet.

• VoIP is available in a variety of systems, making it accessible to anyone with 
a reliable internet connection. You can make VoIP calls via these methods:
• A phone and VoIP adapter. With an adapter, you can use a regular landline phone to 

make calls over the internet. The adapters plug into a phone outlet in the wall or 
directly into your router.

• A computer (i.e., a “softphone”). There are many programs or applications 
available that will let you make voice calls over the internet, including Skype, Google 
Voice and FaceTime.

• A smartphone. With your smartphone, you can download apps, such as Google 
Voice or Skype, that allow you to make internet calls.

• A dedicated VoIP phone. These look like traditional analog phones but connect 
directly to a computer network rather than a phone line.



• Pros and cons of VoIP systems

• VoIP systems are becoming more popular as the world continues to 
digitize. They offer significant benefits like lower costs, increased 
reliability and better sound quality. 

• Lower cost: Because calls take place over the internet, we are only 
charged for internet access rather than for call minutes or for extra phone 
service. With traditional phone systems, a system with multiple lines is  
expensive, and additional features like call transferring or queuing can run 
up costs. WCSA’s estimated annual savings could be as much as 
$90,000. 



• Connection anywhere: VoIP systems offer enhanced functionality 
compared to traditional phone lines. The world of business is moving 
rapidly, and many professionals need to be reachable anytime and 
anywhere. VoIP phone systems enable this by automatically routing phone 
calls to your VoIP-enabled phone (laptop or cell phone). Wherever you are 
able to connect to the internet, you can make and receive phone calls.

• Technology: Modern communication runs through digital lines, and VoIP 
digitizes voice communications. This makes it compatible with the latest 
technologies. VoIP can work through the newest headsets, smartphones, 
computer accessories and more. Any cutting-edge technology that uses 
your voice is going to work better with a VoIP system than a landline.



• Pros Continued:
• Reliability: The digital nature of VoIP makes for extremely reliable 

communication. IP information exchanges run through some of the most 
robust infrastructure on the planet. When this infrastructure is supporting 
voice calls, it adds considerable reliability to the process.

• Sound quality: Sound is usually clearer with VoIP than with analog phone 
lines, but this too depends on your internet connection. A slow connection 
can negatively affect the quality of your call, but a strong connection 
typically results in clear, consistent sound quality. To ensure clear calls, we 
will need to ensure our internet connection is adequate.



• Pros Continued:
• Better functionality: VoIP solutions tend to offer greater function than 

landlines by allowing users to host video calls and transmit multimedia 
messages. Systems often include add-on features like voicemail, call 
analytics, anonymous call rejection and voicemail-to-text transcription.
• VoIP means no busy signal

• Automated verbal notice of average wait time based on current conditions 

• Option to hang up and receive a callback in the order in which it was received

• Real-time analytics to identify problems (long wait times, dropped calls, while 
they are occurring however, with VoIP, they should no longer occur)



Cons:
• Emergency calls: A con of VoIP systems is that they're not guaranteed to 

support emergency call service, like a call to 911. This is largely due to 
VoIP's flexible nature – any call from a traditional landline is easily traced 
to one geographic location, but VoIP (and mobile phones) can be used 
anywhere without being tied to one place. Thus, VoIP providers must 
have Enhanced 911 enabled. E911 customers set a physical address that 
shows up when they dial 911 on their phones. VoIP providers must 
cooperate with traditional phone companies that control access to the 
public telephone system and 911 operators, which can be complicated, 
because VoIP and the public telephone system are direct competitors. 
The best way to find out if a VoIP provider offers 911 service 
automatically, if it must be activated, or if it is not supported at all is to 
call the provider and ask. WCSA is looking into this. 



• Cons:
• Internet dependence: The second major con with a VoIP system is 

that, because it is fully dependent on the internet, you must have a 
strong and reliable internet connection to ensure decent sound 
quality and to avoid dropped calls.
• WCSA has its primary internet connection with Point Broadband and 

secondary (backup) with Embarq. WCSA relies on these two providers in the 
transaction of its web-based payment options. At least twice in the past few 
years, WCSA has had to rely on its secondary service with Embarq.

• WCSA is evaluating whether it will need to upgrade its internet service. If 
so, this is estimated about approximately $160/month or $1,920/year. 



• Looking Ahead:
• WCSA is preparing to issue a request for proposals for a VoIP 

telephone system to include design, installation, training, and 
service. 

Questions?



Washington County Service Authority





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





Takeaways:
1. Meter leaks are trending down 
2. Continue to replace meter gaskets 



Takeaways:
1. After Hours Calls reduced by 63%
2. Increased focus on Preventative Maintenance  









10:54 PM: Break Occurs
11:52 PM: Tank is Dry (58 minutes)

79,067 gallons or 1363 gallons/minute

Boil water notice issued via media
Boil water noticed lifted this morning







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 3.5%

Overtime 7.3 %

Headcount 78

Safety Employee Relations

Score 
Card

Benefits/Demographics 
Training/Development 
Investment

100%

Looking Forward

Open Positions  3

LTA 11/6/21

LI 03/24/22

On Our 
Minds

Payback

Average Age

$141,000

46

Investment  

Hours  

$1,541
56.8

168 Days without LTA




