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GFOA Distinguished Budget Presentation Awards Program Criteria:
Focus on Pl.Strategic Goals and Strategies

Mandatory: Provide a coherent statement of organization-wide,
strategic goals and strategies that address long-term concerns and
Issues.

|.Are strategic goals included?
2.ls the process for creating the strategic goals explained?

3.Are action plans and/or strategies included to show how these
goals will be accomplished!?



Strategic Planning Cycle

Reassess the Plan

* We follow a six-step cycle to revisit and o
° Execute the onsider
uPdate our Strateglc Plan Strategic Plan ” EmergingTrends
o

* Recently published our FY23-25 Strategic
Plan

* We are now Executing the Plan Develop

Strategic Plan
Identify and

Mitigate Enterprise
Risks

EEEEEEEEEEEEEEEEEEE



[ 1

WSSC WATER STRATEGIC PLAN “
Journey to World Class
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PRIORITIES

MISSION: We are entrusted by our community to provide
safe and reliable water, life’s most precious resource, and
return clean water to our environment, all in an ethical,
sustainable, and financially responsible manner.
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‘ Accountability ‘ Collaboration
Environmental B e ollsfice
Stewardship

‘ Innovation
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VISION

To be THE world-class water utility, where excellent products and services are always on tap.



FY23-25 Strategic Plan Update Timeline

. o High-level plan Engaged with Publish t
Living 1.ihe MI.SSIOH recommendations Executive Sponsors WSSéV\I/ZteI? com
session with to collect supporting and begin kPI
Employees and ° actions and progress R ¢

dept meetings updates e-assessmen

December

Z

February April A\
(o)

Y >
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January June August
[ L o ®
Presentation on Workshops held with Endorse hlgh-level Finalized Strategic
Emerging Trends Commissioners & SLT Strategic Plan Plan content for
update FY23-25
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Emerging Trends

New and updated regulations

Climate change

Customer's rising expectations

Addressing aging infrastructure

Intelligent water

Recouping the cost of providing high-quality water and wastewater services
Alternative energy

Older workforce and anticipated retirements
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We’ll Need To Optimize Our Infrastructure

Emerging Trends Piscataway Basin Examples

Complying with new and updated regulations to ~ Biosolids and water residuals

: : : master plan evaluating possible
improve water quality from U.S. Environmental D R e e e i
Protection Agency and Maryland Department of  3ddress Per- and Polyfluoroalkyl

the Environment (MDE) Substances

, , , , , Piloting enhanced grouting ~ Expanding use of water-
Climate change leading to a higher intensity T tight manhole riser rings
rainfall, increasing inflow and infiltration in our \ S

already stressed sewer systems and VWater

Resource Recovery Facilities

WSSC\WATER 9
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We’ll Need to Meet Customers Rising Expectations

Emerging Trends Piscataway Basin Examples

Digital technology to continue to transform
customer habits

Mobile devices and apps allow customers to
get the information they need in real-time

Customer satisfaction improves when we
are meeting customer’s rising expectations

‘{:. .:‘:‘
WSSC\WATER
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Piscataway Basin Sewer Rehabilitation Projects Meeting

Watch Meeting
Dial In: 240-800-7929
Conference ID: 859 193 232#

For more information please visit our Community Project meetings page.

Time: 06:30 pm (EDT)

Location: Virtual - will be broadcast live for public viewing

Virtual community project meetings

10




We’'ll Need to Make Data Informed Decisions

Emerging Trends Piscataway Basin Examples

* Addressing aging infrastructure will require Drones
using advanced asset management practices

* Adding digital skillsets and technologies

)

Chia 5
Satellite leak detection

* Leveraging advanced analytics and
considering assets beyond physical
infrastructure

Sewer Artificial Intelligence WSSC Water received 2021
> Smart Cities Award for Pipe
Replacement Program

Empowering people to work in new ways via
intelligent water by gaining new insights through
data and digital tools, while ensuring data
security

bbb‘
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We'll Need to Maximize Value from Our Infrastructure

Emerging Trends Piscataway Basin Examples

WSSCWater receives low interest loans
(MDE Water Quality Administration State

Recouping the cost of providing high-quality
water and wastewater services through a Revolving Loan Program) and grant funding
combination of rates, government grants/loans (MDE Bay Restoration Fund)

and new revenue sources Business Plan in development to identify

methods to convert Piscataway Bioenergy
Facility biosolids from an expense into revenue

: o : Save WSSCWater customers more than
Generating, distributing and consuming $3 million per year and reduce *

alternative energy to traditional, fossil-fuel fired  51eenhouse gas emissions by 15% through

electricity partnership with Washington Gas at
Piscataway Bioenergy Facility

WSSC\WATER 12
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Our H,O People Rising to the Challenge

Emerging Trends Piscataway Basin Examples

e Like other water utilities, WSSC Water has Established Biosolids
an older workforce and anticipated Management Division
retirements could impactWSSC Water's

ability to meet our mission Capturing the bioenergy team

training on video and archiving for the

* Requires further developing the workforce education of future employees

pipeline and upskilling throughout the
recruitment, retention and retirement
process

WSSC\WATER 13
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Stakeholder Engagement

Input received through surveys and
workshops with:

o WSSC Water Commissioners
o Employees (H,O People)
o Customer Feedback Community

o Senior Leadership Team

Ongoing Strategic Planning Actions

* Senior Leadership Team (SLT) members have been providing updates
monthly during SLT meetings, which have been highlighted on the
Intranet for employees

* Quarterly updates to the “What's our Progress” Appendix to the
Strategic Plan have been published both internally and on
WSSCwater.com

: Mission
Living Our
Livestream Series. |

* Monthly Living our Mission livestream
series has highlighted departments’ - B
connections to the Strategic Plan ==

Commissioner Questionnaire Summary

Priority Top Ranked Initiative
*El: Deliver the essential: Produce an average of 163 MGD of safe, clean. reliable
Enhance Customer Experience  drinking water and safely process an average of 192 MGD of wastewater each day for
our 1.8 million resid (appr y 475,000 ¢ accounts)

7;;57l7.66nun7|;e7e7frf;rﬂt; o cantrc;l costs and me(hmugh strategic sourcing (Sla),
reducing overtime (S1b), freezing positions (S1c), streamlining group insurance plans
Spend Customer Dollars Wisely  (S1d), conserving energy (Sle) and focusing on employee safety to reduce lost

workdays (SI).

**53: Maintain AAA Bond Rating through strong financial policies and planning
Optimize Infrastructure *Ol; Implement the first year of the FY 2022-27 Capital Improvements Program (CIP)
Protect our Resources Pé. Ensure resiliency of WSSC Water's water supply and delivery

Transform Employee Engagement  T2: Consolidate and enhance employee training, learning and development

*All commissioners rated this Initiative the highest importance for the priority
“*There was a tie for highest rated for Spend Customer Doltars Wiscly

WSSCVATET 15
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Why is Strategic Planning Relevant to An
Employee?
DIVISION HIGHLIGHT! * After last plan update, we asked staff for

| Jroteet our Resources: examples of how departments
+ s oss pertng exemplified Strategic Priorities; here’s

Environment

some examples identified showing how

their work connects to the plan!

1e O¢ fety ar ealth Division was nominated by Nadir Al-
Salam the Dvso Ma age of Utltes Servc s West, for embodying the

Strategic Priority to Protect our Resources. [ ) Additional Examples:

o Enhance Customer Experience: Customer
Service Department

o Transform Employee Engagement: Human
Resources

o Spend Customer Dollars Wisely: Finance

WSSC WATER

Optimize Infrastructure: :
Achieve industry-leading reliability ~— FESESES

and asset integrity, and expand - b

resilience and balance risk.

The Water/Wastewater Systems
Assessment Division was nominated g
by Sara Titus of the Office of =
Innovation and  Research, for §&
exemplifying the strategic priority &
to optimize infrastructure. ictu Hbc the Pure Robotics

«:sis;:gzs'
WS S C \/\/AT ER
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Employee Questionnaire Summary

* 248 Employees responded (15% of employees)
* Top 3 Emerging trends:

o Addressing Aging Infrastructure

o Changing Workforce and anticipated retirements

o New and Updated regulations

* Employee comments (almost 300) reflect that employees:
o Are concerned with staffing levels,retention,and compensation
o Support infrastructure improvement at facilities and through increased use of innovative technology

o Think we can improve customer outreach, notification, payment strategies, and self-service
opportunities

o Some examples shown on the next slide

16
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More emphasis needs to be placed
(internally and externally) on the

importance of securing the
necessary rate increases to address
what is now a back-log of aging
infrastructure.

In current environment
we are not competitive
and risk losing many
people to better benefits
in the private sector
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: ~5;§r‘f§rlﬁfx:r:]ce’*¢. Focus specifically on technology and
._"{’*fmgnagement innovation as a way to improve business
m&“‘f’éyf‘”’ o G?:“ process and cut costs/save time

*_ sinfrastructure
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Employee’s Impact on the Plan

Employee Concerns

Strategic Initiative(s)

“More emphasis needs to be placed (internally and
externally) on the importance of securing the necessary
rate increases to address what is now a back-log of aging
infrastructure”

S 1: Maintain AAA Bond Rating through strong financial policies and planning and
O|: Continually Implement the Capital Improvements Program (CIP)

“Focus specifically on technology and innovation as a way
to improve business process and cut costs/save time”

O2: Continue to invest in innovative technology, processes and ideas

“Address Growing Age Gap and Succession Planning
Efforts” and “In current environment we are not
competitive and risk losing many people to better
benefits in the private sector

TI: Develop and implement workforce strategies to plan for current and future

workforce needs, including acquiring and developing talent

* Develop and implement a WSSC Water Workforce Planning Program

* Continue to review and assess compensation and benefits strategies to
support a healthy work-life integration for employees

“Request/receive more input from field staff”

T2: Evaluate Human Resource management policies, procedures and practices

to retain a high quality and diverse workforce

* Partnering with Strategy and Innovation Office to review and enhance
employee survey methods and develop action plans to address
employee survey results

L0
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Initiatives now Reflect Emerging Trends and
Enterprise Risks: Example

* This newly revised Strategic
Initiative:

o Addresses the Emerging Trend
of “New and updated
regulations”

o Addresses the Enterprise Risk
of “Increased risk of
contamination”

o Distinguishes a measurable
action as opposed to a regular
operational function

El. Continue to exceed U.S. Environmental Protection Agency water
quality requirements and implement actions to ensure compliance

with future regulations such as the Lead and Copper Rule Revisions,
Unregulated Contaminant Monitoring Rule and Per- and Polyfluoroalkyl
Substances (PFAS) proposed regulations

Executive Sponsor: J.C. Langley, Production Director

Supporting SLT Members: Mike Harmer, Jorge Rodriguez, John Curry, and Chuck Brown

WSSC Water operates and maintains two water filtration plants (WFPs) — Patuxent and Potomac
— drawing water from the respective rivers to filter and process drinking water for WSSC Water
customers. Since its founding more than 100 years ago, WSSC Water has had no water quality
violations - a record of which we are proud. To continue to uphold this standard, we are taking the
following actions to maintain our compliance with all current and future regulations:

* Lead and Copper Rule Revision Task

) Force established and working to ensure

t compliance with the rules by 2024.

» Continue ongoing efforts to meet
regulations set by Unregulated
Contaminant Monitoring Rule

* Drinking water PFAS is not
regulated, but WSSC Water has done
voluntary monitoring since 2020 and will
continue to monitor our drinking water
for PFAS. In 2023, we will begin to monitor
drinking water PFAS according to the
UCMR 5 standards. MDE has announced
that there will be a PFAS monitoring I 9
requirement for discharge permits.



Strategic Initiatives

Pl. Assess and adapt to the impacts of climate change on WSSC Water
infrastructure and continue to invest in projects that reduce greenhouse gas

Initiative Owner: Al Roshdieh, General Services Director

Supporting SLT Member: JC Langley and Mike Harmer

Climate change threats to our region and WSSC Water are significant. Looking particularly at water
impacts, local and regional flooding from more precipitation and coastal flooding from sea-level rise and
storm surges are possible.

[ ] (] [ (] [
To protect WSSC Water's critical facilities and ensure delivery of our mission, we are adapting existing n I t I at I ve S I e n t I y

facilities and designing new facilities to protect them from future climate extremes by reducing our car-
bon footprint. The State of Maryland and Montgomery County have set specific greenhouse gas reduction
targets, and Prince George’s County is completing a Climate Action Plan. WSSC Water is supporting these

[ ]
plans by reducing our greenhouse gas emissions by 60 percent by 2035. Ow n e r S u p p O r ' I n g

Key actions for this initiative are:

[ ]
* Procure power output and environmental attributes from a 10-megawatt (MW) wholesale solar plant
to be developed in Talbot County. I

* Procure power output and environmental attributes from two 2MW landfill gas generating plants in

Maryland.

[ ]
+  Adopt vehicle purchase strategy to include the purchase of electric vehicles for WSSC Water's fleet. key a C t I O n S

WSSCWATER 20
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FY23-25 Strategic Plan

* Strategic Plan is roadmap on our journey
to world class

"WSSC Water
“Strategic Plan

* Mission, vision, core values and strategic
priorities remain unchanged from FY21I plan 20232025

Updated Strategic Initiatives to address

emerging trends, reflect input from:
o H,O People
o Commissioners

o Customer Feedback Community
o Senior Leadership Team (SLT)

* Posted to wsscwater.com 9/7

* Emailed to all employees 9/12

16
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https://www.wsscwater.com/sites/default/files/2022-09/Strategic%20Plan%20WEB%20updated%209.7.22.pdf

GFOA Distinguished Budget Presentation Awards Program Criteria:
Focus on O6. Performance Measures

Mandatory: Provide objective measures of progress toward accomplishing
the government’s mission as well as goals and objectives for specific
departments and programs.

|. Are performance data for individual departments or programs
included in the document!?

2. Are performance data directly related to the stated goals and
objectives of the department or program?

3. Do performance measures focus on results and accomplishments

(e.g., output measures, efficiency and effectiveness measures) rather
than inputs (e.g., dollars spent)?



Why Manage Using Data?

Evaluate how well a public agency is performing

Ensure that employees are doing the right thing

Decide what programs or projects an agency should spend the public’s money on
Motivate staff and managers to do what’s necessary to improve performance
Convince customers and stakeholders that an agency is doing a good job
Celebrate accomplishments

Learn why a program is working or not working

Improve by doing something differently

Source:Robert Behn “Why Measure Performance?
Different Purposes Require Different Measures” Public ‘:“3:“
Administration Review (2003). WS S‘.‘C\/\/ATER 23
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The Role of Data in the Strategic Planning Cycle

Commission Performance Report
Enterprise Data Mart

Data Community
Dashboards and Reports

\Reumss the Plan

Execute the
Strategic Plan

Consider
Emerging Trends

* Initiative Updates
* What's Our Progress?

" ldentify Risks and

Develop

Strategic Plan Opportunities

Endorse the
Mission and Vision

* Risk Workshops

e Risk Training
* Risk Registers/Reports

W
BN
.;:;..é

WSSCWATER
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Customer Satisfaction
Surveys

Participation in Industry
Research

Employee Engagement
Survey

Employee Workshops

24



Data is Key to Executing the Plan

T3: Advance achievement of WSSC Water’s Strategic Plan by facilitating
organizational development activities to enable data and risk-informed
decisions that optimize business processes

Executive Sponsor: Todd Allen, Chief Strategy and Innovation Officer

Supporting SLT Member: All SLT Members

Our last Strategic Initiative focuses on how we will act upon our Strategic Plan and monitor progress
toward its completion. The Strategy and Innovation Office encourages data-driven decision making and
will be taking the following steps to help ensure this plan is fully e o

* Monitor Key Performance Indicators and

communicate Strategic Plan progress with
employees and stakeholders to provide
quantified evidence of achievement.

Join our virtual
Data Community

on Teams. r ine 0S5 gFive Key
Performance Indicator results and support

departments to identify the technology,
process and people changes needed to
improve performance.

A place to share your ideas, ask
questions, and work together,

» Encourage data-driven and risk-informed
decision-making to support continual
improvement on our journey to world class.

0

s ‘
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Initia

* |nitiative Status
Reports to SLT and
posted on intranet

* What's Our Progress

(also will be used for
GM Transition Doc)

What's Our Progress?

IY 2023, Q2 Swategic Man Implesvergation Status

Strategic Indtiatives & Supporting Actions

Laad and Copper Rule Revison Task Foreo has beon
erablivhed and wil be working to smwire complance

with the rules by 1024

Contitre oegang offorts to mest regulations st By
Unregutaiod Contaminant Monitaring Ruls

Dyiniing water PFAS 1 not reguiated bue WSSC
Water hay dome volntary monnarmg since 2020 and
wil centitms 1o montar our donking wager for PEAS
In 2023, o will Bagin (0 moniuor danking witer PEAS
accordeg 10 the UCMA 5 sandards. MOE has
announced that there wil be 2 PFAS monkorng
requireniont Lor Sucharpe pacemts, wo have appiied

for conewaly

O Strateghe Priority: Enhance Customer Experiance

Action Owner

Jo Shin

ive Status Updat

A Key Supporuing Tosh
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s plox to ok Lead wy
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P sty of best LGV
(yele a the ovngod Water Quakyy
Heport, sl feCenst Quarterly
rennts Aove b pudinhed o
WSS Warer com and prawiied 1o
Loth Coumoee

In Juve 2022, wo il e
rapendag veluntary FTAL
Meatonng 6o compr 1Y

oempoush

Status Legend

Newt Steps

Prodcnon wbmanad $3 4M
Sedget for FYM 10 fund LCR

4 O v S Ogerent end
seplocement of 200 Seod servite
Aen COM Sonth th uoit o Tolk
Dvdler 300 10 (repVE Eweniony
and replocemere plom and 10
WANPT widaraary Proniive
Jnpanyg Deagroms st

Joovary 202

Losest round of UCMRY 2omples
wern colectnd n August
B ogeam angoig withel ey

Ay

Lapange smatonrg o ot 29
FFAS coerpaund auld nat b
conpdeted oy poewed » fune
e e coneredt b vt
Acomtront ke dout dataj, Neat
Apund i Sepcomtber g wy o

N 00 Bursee eapondnd

mentenng, WESC Woow (WQD)

and MWCOG condunted o
segood! PPAS suvvey tagether 1)
detter andectond PFAS

neevtoning Sewng cendted #

..

Asticipated Complenon
Timeframe

Y25

Thar sl texnais e
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Tha wil sovnam an

togavyg effer!

Overall
Status

1. Continue 1o exceed Envirenmental Protection Agency water quality requicements and implement actlons 1o ensira compliance with future regulation such as the Lead and Copper Rule
Revisions, Unregulated Contaminant Monitocing Rule and Per. and Polyflueroatiyl Substances (PFAS) proposed regulations

WSSCWATER
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What makes for a good KPI?

While not all of these are required,a good KPI should have at least
some of the following qualities:

* Links to a core service

* Clear/easy to understand

e Data is available and reliable

e Can be forecasted

* Something that WSSC Water can influence
e Customer-focused

* Improvement direction is clear

EEEEEEEEEEEEEEEEEEEEE
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Commission Performance Report

* Tracks our progress achieving the Strategic
Plan via Key Performance Indicators (KPIs)

Th s raport tracks WSSC Water's progress achieving the Strateqgic Plan adopled by the Commissioners. In suppoct of the Plan's Accountability Cove Value, Key
ce {KPis) are pr for our MEssion and by Strategic Priority. This moath we are highlighting the following KPis:

Average Answer Speed: The Average Answer Speed in Octeber 2021 was 17 minutes, which (s @ significant increase from 5 minutes in October 2020, though

o Included in monthly General Manager Report, e e ke it T A oot i e

October was 16% higher than iast October due 1o the resumption of tumoffsiiate fees and staffing ges. The Dy it o a dfferent
temporary staffing cont tvaotamnwmgnngtnms ntain Me calis to staff ratio (having encugh stalf to answer the increased call volume). To address this, Customer

supports Plan's Accountability CoreValue TSR SIS P

Sanitary Sewer Overflows. There were eleven Sanitary Sewer Overfiows dunng the month of Oclober 2021, feur mere than In October of kast year. The total volume
of discharge was 1,449,753 gallons, while October 2020's volume was 3,187 gallons. There are a variety of causes, incuding roots, debris, grease & wipes, stream

erosion, snd instrumentstion/mechanical faliure. On Oclober 7. a totai of 1,430,700 galons of discharge was released when 8 157 sewer pipe collapsed In Bethesda
(rocks and a mass of wipes were discoverad in the pipe).

o Serves as a tool for monitoring results,
communicating progress and identifying

TS

scion il s ye
S1on f|— — Lastyear (FY21

.. . Provide Safe and Reliable Water Return Clean Water to Our Environment
opportunities for improvement a——— e
average gallons of water produced, in millions per day ge gallons of treated, in millions per day

300

e As our Strategic Plan has changed, the KP’'swe ="« =

100 100

monitor and targets we set will change as well

o KPI reassessment complete

o Automating to leverage modern data
management

0000 Yy

.‘:é‘& .o‘:‘o\
s ‘

00
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KPIl Reassessment Process

* Reviewed existing Commission Performance Report and compared
existing measures to the new FY23-25 Strategic Plan’s revised
Initiatives

* Conducted stakeholder outreach and interviews with executive
sponsors to collect new proposed KPlIs

* Once data identified, presented new KPlIs to senior leaders for
feedback and support

* Commission Performance Report with updated KPIs will be published
to WSSCWater.com and reported to the Commissioners

B
WSSCWATER 29
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What is World Class?
How will we know when we get there?

* Aspirational level of service, quality and

% Reads that Billed Automatically by Month
performance

® Selected Fiscal Year @ Previous Fiscal Year ® Projected Target ® World Class Target

o * Can be quantified for each Key
| Performance Indicator

80%

* We'll know we have reached this level
of service when we are consistently
achieving the “world class” targets

60%

WSSCWATER 30
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Organizational KPls vs Departmental
Performance Measures

Commission Performance Department Level
Report KPIs Performance Measures

* Moregranular data

* High level data Tracks Performance
el . Shows dept. level performance

» Shows performance of entireorg | Plan
Used to make informed * Audienceis dept.members,

* Audienceis Commissioners, decisions dept managers, & some senior
Customers,and Senior Leaders leaders

*  One report May be displayed across multiple
dashboards and reports




Value of Metrics as an Individual

* For employees with annual performance plans,department performance
measures can help track progress towards goal completion

* Data provides additional context during annual performance reviews

* This can also be helpful for individual professional development- noting how
employees directly impacted organizational performance can be useful to have

for career advancement opportunities!

32
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The Value of Department Performance
Measures

Cintomer Service Dashboard:

&EDM

Call Center
Call Center
Targeia
Fod S

Coll Cominer Matric freee S120:2002 w0 OBTIINN2

68.782 B459%

o~

Iy

Thars Lu Upemnnnd

EEEEEEEEEEEEEEEEEEE

* Show how your dept. is meeting
its objectives as defined in
department plans (business,
asset management,and/or

budget)

* For example, the Customer
Service Dashboard shows:
o Org KPIs
o Department measures
o Individual metrics

33




Making the connection between planning,
budgeting and organizational performance

* Budget and the Strategic Performance collaborated to link Strategic
Initiatives to the budget line items to quantify the Strategic Priorities

* A new column is added to the budget “details” tab under each
organization

« Description Strategic Initiative
Employee Survey and Consulting Support T2 FYs23-25-Evaluate Human Resource management polidies, procedures and practices
Digital Strategy implementation support 02 FYs23-25-Continue to invest in innovative technology, processes and ideas

* When completing organizational budgets, employees select the
Strategic Initiative related to that particular budget line item from the
drop-down

WSSCWATER 34
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Reinforcing the Use of Data for Decisions in
Monthly Data Community

TheWSSCWater Data
Community helps highlight

how we data is used across
the organization through
monthly meetings

WSSCWATER

DELIVERING THE ESSENTIAL

The Innovation Dashboard is
one of many can be found at the
Power Bl Dashboard Directory
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GFOA Strategic Planning Resources

& 1w P 1ema
 RETHINKING BUDGETING RETHINKING BUDGETING
DEFINING THE PRUBLEM RETHINKING STRATEGIC
e e PLANNING

@ Rethinking the rules for more effective planning




Takeaways

* [llustrative example of how to fulfill two GFOA mandatory
requirements for Distinguished Presentation Budget Award

* Increase relevance of strategic planning by reflecting emerging trends
and increase engagement through stakeholder feedback

* Performance measures allows progress tracking organization-wide
and at the department-level

* Explore opportunities to mature strategic planning processes (ex: tie
budget submission with Strategic Initiatives)
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