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Customer Satisfaction 
 
ARenew provides wastewater treatment services; the entities it serves, the City of Alexandria and Fairfax 
County, own their collections systems.  This means that ARenew has no direct connection to the individual 
customers it serves.  ARenew has also utilized third party billing through Virginia American Water, the 
private water purveyor used in the City of Alexandria.  ARenew will begin doing its own billing, as well as 
the City’s collection system billing, this fall. Because of 
these issues, ARenew long has not had any focus on 
customer service and satisfaction. 
 
ARenew realized it did not have a customer call center 
but still required that service; we have trained our 
receptionist and the Board’s Secretary to perform this 
function per guidelines developed in concert with our 
communications consultant. 
 
ARenew has implemented WebQA to manage customer 
inquiries.  Through this system, we are able to document each inquiry and our response.   Our procedures 
require a response within 24 hours of receipt of any inquiry; we consistently meet this metric. Using the 
WebQA information management system, we are able to maintain a database of customer inquiries and 
service calls in order to track patterns and maintain a working 
history of specific locations and accounts. 
 
To facilitate company understanding of the needs of the 
community and City, ARenew’s Board Chair and CEO now meet 
at least annually with the Mayor and members of City Council to 
review accomplishments and receive advice and direction on the 
City’s annual drivers.  This ensures alignment between the City 
government and ARenew’s management. ARenew is now seen as 
an innovative problem solver for the City because of our West Site 
program and cost reductions for the joint wet weather program 
with the City and County.  This is acknowledged by meeting requests with the City on various 
environmental concerns and publicly by City Council and the Mayor during meetings and public hearings 
which have ARenew involvement. 
 
ARenew’s staff and City staff within the Office of Environmental Quality work closely in addressing and 
meeting several of the City’s Eco-City goals and metrics. The results of the climate change metric and 
reductions in wet weather incidents are reported annually in ARenew’s Annual Report and at ARenew’s 
annual presentation to the City’s Environmental Policy Committee.  ARenew’s annual report is required to 
be submitted to City Council and senior City staff; review with these entities of yearly performance and its 
impacts to the City is also held. 
 
ARenew has a well-used visitor center in its lobby that is the starting point for the many tours and briefings 
ARenew provides to the community and our profession. Each year we welcome hundreds of visitors to our 
facility, ranging from students of all ages to industry insiders and political dignitaries. We also opened our 
new Visitor Center in the spring of 2010, providing a hands-on learning environment for the community to 
learn about our people, our process, and our values. 
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Infrastructure Stability 
ARenew maintains a Board approved 10 year Capital Improvement Program plan and Improvement, 

Renewal and Replacement (IRR) plan.  
The 10 year plan is an important tool 
used for formulating future project 
financing plans, maximizing federal 
and state grant opportunities, 
addressing changes in regulations, and 
proactive planning. New regulations 
that limit the nutrients discharged from 
our facility require the installation of 
modern equipment that allows ARenew 
to meet the new standards. We refer to 
these projects as “SANUP” (State-of-
the-Art Nitrogen Upgrade Program). 
The CIP projects also address the 
infrastructure improvements needed to 
maintain our high level of 
environmental performance.  The 
following graph illustrates how we 
allocate our capital funds.   
 
Our asset management program, while 
relatively basic, assists us in 
determining equipment life cycles, 
analyzing failure rates and providing 
for equipment criticality.  All assets 

have a criticality assignment; this helps us prioritize limited financial resource investments.  This criticality 
rating was a result of a complete asset inventory process, done at the conclusion of our most recent 
upgrades. 
 
Our goal is for the maintenance staff to execute maintenance work 
orders for 87.5% of their time at work.  During the 2011-2012 
evaluation period, our maintenance teams improved their hands on 
wrench time from 38% to 71.5%. 
 
ARenew is responsible for four major interceptors within our service 
area.  The maintenance staff conducts regular monthly inspections of 
the manholes on each interceptor and following storm events. Known as “line run inspections,” the staff 
endeavors to detect issues that may cause blockages or infrastructure failures before the problems escalate. 
 
ARenew also uses predictive maintenance measures, such as infrared analysis of electrical gear, oil 
analysis and other methods to monitor wear on critical pieces of 
equipment and help adjust replacement timing as needed.     


















