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Challenges

Authority/City

History/Lawsuits

B d PBad Press

Demographics

Debt Structure

COAs

El ti /T itiElections/Transitions
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Benefits

Cultural Shift

Quality

CostCost

Recruitment/Hiring

3



A New Form of Partnershipp

Accountability of 
service provision

Private 
operator 
model

Partnership
model

ConsultingConsulting 
model

Ease to implement





The Peer Performance Solutions (PPS) Team



OpEx Implementation Schedules 

Evaluation (up through presentation to SteerCo)
Status bar

Pilot / Preparation
Implementation (realize actual savings)

2012 2013
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Implemented                                                           

#2 Filt b k h d ti

#1 Fire service line charge

$202k

$302k

Net Opex

#4 Membrane plant optimization*

#3 Large industrial customer

#2 Filter backwash reduction $202k

$1,108k

$495k

#5 Sourcing of Chemicals*

7/1/2013

$624k
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/ /

Note: 
* Net OpEx $ amounts have been adjusted based on actual.



Key Performance Indicators (KPI’s)
Description Actions

#1 Customer 
Ser ice

Enhance functionality of phone system; optimize Customer Service staff 
performance; and implement metricsService performance; and implement metrics

#2 Communication Enhance PWSA Website and implement Community Outreach Program

#3 Safety Generate current statistics; establish safety program baseline; initiate 
training; and conduct facility inspections

#4 C li
Develop Process Control Management Plan (PCMP); update Lab QA/QC 
P  l   l l f l / i  i i i   f #4 Compliance Program; evaluate current level of telemetry/automation; initiate use of 
compliance metrics; and determine system storage

#5 Capital Projects Identify critical assets; evaluate condition of assets; improve tracking of 
Major Projects; and establish roles and responsibilitiesp j Major Projects; and establish roles and responsibilities

#6 Finance Develop a department-level budget process; and develop a monthly financial 
report and feedback process

#7 Leadership & 
Training Perform organizational assessment and develop Training Program
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2012‐2013 Abandonment Rate

18%

20%

14%

16%

18%

Restructured work flow 
in the call center

8%

10%

12% Enhanced phone system
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2012 ABN Goal (10%) Actual ABN Rate 2013 ABN Goal (7%)



Ops
ProvidesProvides 
unfettered 
access to ideas 
and data

PPS
Enables us to    
implement 
initiatives PPS




