Sewerage & Water Board or NEw oRLEANS

| 625 ST. JOSEPH STREET
LaToya Cantrell, President NEW ORLEANS, LA 70165 « 504-529-2837 OR 52-WATER
www.swbno.or:

February 3, 2020

Ms. Lora Johnson

Clerk of Council

New Orleans City Council

1300 Perdido Street, Suite 2W80
New Orleans, LA 70112

Dear Ms. Johnson:

Please review the following report as determined by the requirements of R.S. 33:4091(C), due on the
first day of the second month following the close of each calendar quarter.

1)

a)

b)

Standard Industry Metrics for Best Practice
Percentage of water loss —

New Orleans’ water distribution system loses approximately 55 percent daily of its treated,
potable water, according to the 2017 Water Audit! published in March 2019. This percentage
reflects “real” losses, which can be attributed almost entirely to leaks in water mains across the
City.

This is an unacceptable level of loss, and it needs to be addressed. Nothing short of a full
rehabilitation of our water distribution system will fully solve the problem, but we can take
shorter measures to address it in the meantime. As resources allow, we are working to move our
operations away from repairing leaks to replacing water mains past their functional lifespans.
This must be a key goal of SWBNO's long-term master plan.

Percentage of water paid -

The chart below, pulled directly from the 2017 Water Audit, reflects the non-revenue water
produced in 2016 and 2017. Because the data are presented as percentages of water, they do not
reflect billable revenue that may or may not be lost due to system inefficiencies. The most
prominent reason for this is that water use is charged at different rates based on the size of a
connection and the volume of water consumed over a given billing period.

! See 2017 Water Audit, attached.
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2016 2017
Non-revenue water as a % of 75.2% 71.6%
volume
Water loss due to leaks 59.2% 55.3%
Other non-revenue water* 16% 16.3%

*loss due to theft, errors, "free" water (unbilled but consumed).

c) Percentage of receivables outstanding (in millions of dollars}, including delinquency schedule —

Open Accounts as of 12/31/19

Row Labels ~ Number of Accounts ' Current Balance Total Over 60 Days

COMMERCIAL 31 $255,519.55 $203,183.53

HYDRANT 63 $972,166.42 $898,283.10

INDUSTRIAL 5 $11,448.72 $1,601.44

LG

COMMERCIAL 182 $4,875,214.16 $3,455,555.84

MULTI FAMILY 666 $2,324,430.78 $1,795,535.78

RESIDENTIAL 23,735 $32,325,630.12 $24,098,577.76

SM

COMMERCIAL 1,212 $4,415,500.87 $3,428,992.21

Grand Total 25,894 $45,179,910.62 $33,881,729.66
Closed Accounts as of 12/31/2019:

Row Labels :

S o Number of Accounts . Balance

COMMERCIAL 13 $16,104.36

HYDRANT 45 $224,940.11

INDUSTRIAL 1 $32,641.78

LG

COMMERCIAL 113 $1,132,231.86

MULTI FAMILY 989 $1,043,938.71

RESIDENTIAL 41218 $29,424,067.69

SM

COMMERCIAL 1645 $2,239,312.64

Grand Total 44024 $34,113,237.15
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d)

2)

3)

Customer service improvements —

We have implemented a more personalized method to estimate our customers’ water use in those
occasional months where we cannot read some meters. While we strive to eliminate estimates
whenever possible, inclement weather and/or obstructions of meters will require that a certain
number of accounts will be estimated each billing cycle. The new estimation technique takes the
daily average consumption of the last four months and multiplies it by the days in the given billing
cycle. This provides customers with a more accurate tally of their bills, avoids costly corrections
when meters are actually read later and provides consistency to help households plan and budget
their expenses.

We have contracted an executive search firm to identify and recruit our first Chief Customer Service
Officer. We created this executive-level position last year in our shift toward a far more customer-
friendly philosophy. This hire, which we hope to make in the second quarter, will be the
cornerstone to build a modern, prioritized customer service department.

We continue to meet weekly with our customer service leaders to troubleshoot the myriad
challenges they identify and to find creative ways to improve.

Prevention of Waste or Fraud -

We are in the process of elevating our Internal Audit team to report directly to the Board of
Directors. This will create a greater sense of autonomy for our internal watchdogs. We are also in
the process of hiring a new chief auditor to take on this crucial work to improve transparency,
accountability and efficiency.

We have produced a new procurement policy and manual to improve how we track purchases and
contracts. It is a mission of SWBNO to improve how it tracks and manages its various costs and
revenue streams to promote greater accountability over how it spends public dollars. A standard,
clear approach is essential to rebuild public confidence in this utility.

Metrics for Employees and Contractors -

We are well into our project to update, revise, and develop policy across the organization. Over
the past four months we have issued 25 new or updated policies. These policies include subjects
like overtime, finance, and many others. We expect to update at least 20 more policies over the
next few months. This project constitutes the first comprehensive effort to update SWBNO policy
in over a quarter century.

For our most recent metrics on workforce vacancies, please see the attached 2020 budget
presentation.

Our work to change the organizational culture by emphasizing leader development, safety, and
customer service continues. We are building upon our H20 Academy concept, which offers leader
development courses, OSHA safety courses, and other employee skills classes. We will soon hold
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4)

5)

our 13" two-day Leadership Essentials class for supervisors or aspiring supervisors, and we have
completed OSHA 10/30 training for over 400 employees. We have also introduced a diversity and
inclusion class required for all employees. We continue to look for ways to expand H20 Academy
offerings to meet our organizational needs.

In our effort to grow our safety program and create a safety management system, we have hired a
new safety manager with industrial facility safety experience, along with two new safety engineers.
This along with our new civil service-approved departmental safety liaison program has
substantially increased our safety network and enabled us to take on several new safety initiatives.

Benchmarks of success regarding improved coordination between SWBNO and the Department
of Public Works to ensure priority and resource alignment -

We continue to work closely with the Administration and the Department of Public Works, building
bridges to help build better roads and water, sewer and drainage systems. We’ve partnered with
DPW on the Max Pave program, which is dedicated to reducing the backlog of paving restorations.
We are discussing the efficacy of a second phase for Max Pave to roll out in the early part of this
year.

We continue to partner with DPW on the FEMA-funded Joint Infrastructure Recovery Roads
program.

Report on the efficiency and effectiveness of information systems —

Information Systems continues to work with Cogsdale and the Revenue Department on the
ongoing upgrade to Cogsdale which will decrease deadlocks, increase system speed, and
implement new features when it is complete. We continue our work on the website to expand its
functionality and usefulness to the citizens of New Orleans.

We are exploring the concept of a SWBNO app that could give us direct contact with our customers
during emergencies and provide information about the dozens of worksites our teams address
every day.

The Human Resources / Payroll System improvements continue and electronic timesheets will be
expanded to other areas of the Board as soon as Cogsdale completes a requested change in the
system.

The Board purchased two software products to enhance its capabilities regarding finance issues:

e Softco Software, an automated accounts payable system which will allow detailed tracking of
invoices. Information is being prepare for Softco by the Financial System Programmers in
advance of the kickoff meeting.

e Whitebirch Software, a financial modeling software. Initial kickoff meetings have been held,
and PFM is working with data sent by the Board on the initial model.

The GIS group is working with the SCADA team to produce maps which are linked to the Pl Historian
via ESRI software. These maps will be used to provide important information to individuals within
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6)

7)

8)

the Board as well as external customers, without unnecessarily burdening the PI system and
without the need to purchase additional software licenses.

Information Systems personnel met with our regional Homeland Security Cyber Security
representative and scheduled security assessments for October 2019. The Board hosted a cyber
security workshop for ESRI which was attended by IT personnel from the City of New Orleans,
Jefferson Parish, St. Bernard Parish, and Entergy.

An RFP for Information Systems Management is currently under procurement, with responses due
3/20/2020.

Detailed reports on assessment and status of technologies and operation programs and
strategies for system redundancy and service improvements ~

After the cyberattack against City Hall, we have doubled our efforts to educate our staff about the
risks of working online. We continue to monitor our systems daily and to train staff to recognize
suspicious emails. SWBNO was unaffected by the cyberattack, but we haven’t relaxed our efforts
to keep our data safe.

Detailed reports on assessment and status of operational reforms, capital improvement
programs, and service assurance programs

We continue to make progress in several categories. We have shored up our billing process to
increase accuracy and reliability while simultaneously pushing ahead with installing automated
metering infrastructure (AMI). We have engaged in a detailed assessment of our drainage system’s
performance, using the results of recent rainstorms to prioritize possible problem areas. We are
inspecting underground canals, some for the first time since Hurricane Katrina. We are cleaning
our open canals to remove obstacles. And we’re collaborating closely with DPW to locate
subsurface anomalies that may be impeding flow. While this work puts a strain on our tight
financial circumstances, we feel it is crucial to uncover and address any neglected areas as swiftly
as time and resources allow.

In 2020, we plan to focus heavily on the water distribution system by starting a full inventory of
our valves - their locations and conditions — so that we can respond with greater efficiency when
a water main breaks or needs to be repaired. Our valves allow us to shut off water to specific
sections of pipe, which allow for repairs to be then be made.

The identity and detailed information on the status of all projects and all improvements made
since the close of the last quarter
o Furnishing and Delivering Gasoline and Diesel Fuel Services - Lard Oil Company -
$1,308,852.76
o RFQ for Backflow Prevention Services, LLC for Backflow Prevention and Cross
Connection Control Management -- Backflow Prevention Services — Not to Exceed
$8,110,265.90
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o Hurricane Katrina Related Repairs to New Carrollton, Hospital, Marconi, Paris, and

Press Drainage Underpass Pumping Stations — Industrial & Mechanical Contractors,
Inc. - $1,437,692.00

(1) The total number of contracts let to all contractors. Three
(2) The total value of contracts let to all contractors. $10,856,810.66

(3)(a) The total number of contracts let to local disadvantaged business enterprises expressed
as a percentage of the total number of contracts let. 0 percent

(b) The total number of contracts let to local businesses expressed as a percentage of the
total number of contracts let. Lard Oil and Backflow Prevention Services are Baton Rouge
companies, IMC is located in New Orleans. Therefore, 33 percent of the contracts are local if

“local” is defined as within Orleans Parish. It is 100 percent if Baton Rouge businesses
qualify as local.

(4)(a) The total value of contracts let to local disadvantaged business enterprises expressed as
a percentage of the total value of contracts let. 0 percent

(b) The total value of contracts let to local businesses expressed as a percentage of the total
value of contracts let. 13.25 percent or 100 percent - See 3b

(5) The total number of contracts let to a fifty-fifty joint venture enterprise expressed as a
percentage of the total number of contracts let. 0 percent
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2/3/2020 Mail - Lora W. Johnson - Outlook

SWBNO Quarterly Report

RAINEY, Richard <Rrainey@swbno.org>
Mon 2/3/2020 4:28 PM

To: Lora W. Johnson <lwjohnson@nola.gov>
Cc: Joseph I. Giarrusso <Joseph.Giarrusso@nola.gov>; Katie M. Baudouin <Kmbaudouin@nola.gov>; HAROWSKI, Christy
<Charowski@swbno.org>

mj 2 attachments (1 MB)
2.3.2020 - City Council Quarterly report.pdf; 2020 Recommend Budget Presentation.pdf;

Ms. Johnson,

Thanks for speaking with me today. Attached is our quarterly report and an appendix of our 2020 budget
presentation that is referenced in the report. Please accept this as official correspondence.

Thanks much,

Richard Rainey

Chief of Communications

Sewerage & Water Board of New Orleans

625 St. Joseph St. | New Orleans | LA | 70165
rrainey@swbno.org | 504.585.2254 (office) | 504.418.2848 (cell)




