


 

Weekly Safety Topic 

 
June 2, 2025 
 

Title: Wildlife Safety 
Whether working in construction, forestry, utilities, or any outdoor environment, 
encountering wildlife can pose serious safety risks. From snakes and insects to larger 
animals like bears or coyotes, it's important to know how to stay safe. Wildlife can be 
unpredictable and dangerous. Bites, stings, or attacks can lead to serious injuries, 
allergic reactions, or even fatalities.  

Activity/Process 
 
1. Be Aware of Your Surroundings 

• Scan the area before starting work. 
• Look for signs of wildlife such as tracks, droppings, or nests. 
• Avoid tall grass, brush, or piles of debris where animals may hide. 

 
 2. Wear Appropriate Gear 

• Wear boots and long pants to protect against bites and stings. 
• Use gloves when handling materials that may conceal animals. 

 
 3. Don’t Feed or Approach Wildlife 

• Feeding animals encourages them to return and become aggressive. 
• Maintain a safe distance and never try to touch or capture wildlife. 

 
 4. Keep Work Areas Clean 

• Secure food and trash in sealed containers. 
• Clean up spills and dispose of waste properly to avoid attracting animals. 

 
 5. Know Emergency Procedures 

• Report sightings of dangerous animals to your supervisor immediately. 
• Know the location of first aid kits and how to respond to bites or stings. 
• Have emergency contact numbers readily available. 

 
 
Summary: 
Preventing encounters protects both workers and animals. Respect wildlife and their habitats. Your 
safety depends on awareness, preparation, and responsible behavior. 

 



 

   

 
South Central Connecticut Regional Water Authority 

Minutes of the May 22, 2025 Meeting 

 

The regular meeting of the South Central Connecticut Regional Water Authority (“RWA” or “Authority”) 

took place on Thursday, May 22, 2025, at 90 Sargent Drive, New Haven, Connecticut, and via remote 

access. Chair Borowy presided. 

Present:   Authority – Messrs. Borowy, Curseaden, Ricozzi, and Mss. LaMarr(R) and Sack  

Management – Mss. Kowalski and Calo(R), and Messrs. Lakshminarayanan, Hill(R), and 

Singh 

RPB – Mr. Jaser 

Staff – Mrs. Slubowski 

1. CALL TO ORDER 

The Chair called the meeting to order at 12:39 p.m.  

1.1 SAFETY MOMENT 

He reviewed the Safety Moment distributed to members. 

2. PUBLIC COMMENT 

Chair Borowy offered the opportunity for members of the public to comment. There were no members of 

the public present. 

3. MEET AS AUDIT-RISK COMMITTEE 

At 12:40 p.m., on motion made by Mr. Curseaden and seconded by Mr. Ricozzi, the Authority voted to 

recess the regular meeting to meet as the Audit-Risk Committee.  

Borowy  Aye 

Curseaden Aye       

LaMarr  Aye 

Ricozzi  Aye 

Sack  Absent 

At 12:46 p.m., the Authority reconvened.  

4. MEET AS ENVIRONMENTAL, HEALTH & SAFETY COMMITTEE 

At 12:46 p.m., on motion made by Mr. Borowy and seconded by Mr. Ricozzi, the Authority voted to 

recess the regular meeting to meet as the Environmental, Health & Safety Committee.  

Borowy  Aye 

Curseaden Aye       

LaMarr  Aye 

Ricozzi  Aye 

Sack  Absent 

At 12:51 p.m., Ms. Sack entered the meeting. 
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At 1:06 p.m., the Authority reconvened.  

5. ACT ON MATTERS ARISING FROM COMMITTEE MEETING 

There were no matters arising from Committee meetings. 

6. CONSIDER AND ACT ON AMENDMENTS TO THE 401K AND UNION PENSION PLAN 

Ms. Kowalski, the RWA’s Senior Vice President, Chief Financial Officer & Head of Corporate 

Development stated that the Second Amendment is for the pension plan for the pension eligible union 

employees, and the Eleventh Amendment to the 401K is for union employees that are on the 401K, but 

not pension eligible. The Twelfth amendment should discuss separately in executive session. 

Mr. Ricozzi moved for approval of the following resolution: 

WHEREAS, by written Plan instrument dated November 21, 2013, the Authority has amended 

and restated the Plan, effective, except where otherwise indicated therein, as of January 1, 2013; 

and 

WHEREAS, Section 5.01(a) of the Plan sets forth, in tabular form, the monthly benefit payable to 

a Participant (as defined in the Plan) at his or her Normal Retirement Date (as defined in the Plan); 

and 

WHEREAS, Section 5.01(a) of the Plan provides, in pertinent part, that the table set forth therein 

“shall be deemed to be amended or expanded, as appropriate, from time to time to include any 

continuation or modification thereof incorporated into a duly executed, binding and effective 

collective bargaining agreement between the Authority and United Steel Workers of America, AFL-

CIO, on behalf of Local Union 12160, the amendment of the benefit provisions of this Plan set forth 

in the table to be effected by the Authority’s execution and acceptance of such collective bargaining 

agreement without further action by the Authority”; and 

WHEREAS, the Authority and United Steelworkers, Local 12160 (the “Union”) have been parties 

to a collective bargaining agreement (the “CBA”); and 

WHEREAS, on or about January 21, 2025, the Authority and the Union became parties to an Interest 

Arbitration Award (the “Award”); and 

WHEREAS, on or about January 21, 2025, and as the result of bargaining and the issuance of the 

Award, the Authority and the Union entered into a successor collective bargaining agreement to the 

CBA covering the period commencing as of April 16, 2023 and ending as of April 15, 2026 (the 

“Successor CBA”); and 

WHEREAS, the Successor CBA provides, in pertinent part, that employees represented by the 

Union who are Participants in the Plan and who retire on or after June 1, 2025 shall have their benefit 

payable at the Normal Retirement Date computed through reference to a multiplier of $71.93 (an 

increase from the $69.50 in effect for retirements occurring on or after January 1, 2022); and 

WHEREAS, Section 11.01 of the Plan vests in the Authority the right to amend the Plan from time 

to time; and 

WHEREAS, notwithstanding the provisions of Section 5.01(a), by written Plan instrument dated 

June 19, 2014, the Authority, pursuant to the provisions of Section 11.01 of the Plan, has amended 

the Plan pursuant to the First Amendment thereto, effective as of the dates set forth therein; and 
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WHEREAS, notwithstanding the provisions of Section 5.01(a), the Authority desires to amend the 

Plan to reflect the foregoing increase in the benefit multiplier from $69.50 to $71.93 and increases in 

the multiplier applicable to retirements occurring on or after June 1, 2025;  

NOW, THEREFORE, the Authority hereby amends the Plan with additions to Section 5.01 (a) as 

set forth to Exhibit A and as set above, the Plan is confirmed and there are no other changes.  

 

Mr. Curseaden seconded the motion. The chair called for the vote and the resolution was approved. 

 

Borowy  Aye 

Curseaden Aye       

LaMarr  Aye 

Ricozzi  Aye 

Sack  Aye 

Mr. Curseaden moved for approval of the following resolution:  

WHEREAS, an Interest Arbitration Award was issued on or about January 21, 2025, between 

the South Central CT Regional Water Authority (the "Authority") and the United Steel 

Workers, Local 12160 (the "Union"); and 

WHEREAS, said Arbitration Award included modifications to the retirement benefits for 

employees of the Authority represented by a union; and 

WHEREAS, the Authority wishes to amend the Pan to be consistent with the Interest 

Arbitration Award; 

NOW, THEREFORE, BE IT RESOLVED, that following changes to retirement benefits for 

eligible employees as outlined in the January 21, 2025, Interest Arbitration Award: 

1. 401(k) Contribution for Pre-April 15, 2010 Hires:  For Participants, who are 

represented by the union, who were hired on or before April 15, 2010, the Authority 

will contribute in the 2024 Plan Year an amount equal to one-half of one percent (0.5%) 

of the Participant's base wages into the Participant's 401(k) plan during the period June 

1, 2023 to May 31, 2024.  This contribution is in addition to their Defined Benefit Plan 

pension and the existing 401(k) matching defined contribution benefit, regardless of the 

Participant’s participation in the matching program. 

 

For Participant’s hired on or before April 15, 2010, effective June 1, 2024, the 

Authority will contribute an amount equal to one and twenty-five hundredths percent 

(1.25%) of the Participant's base wages into the Participant's 401(k) plan. This 

contribution is in addition to the Participant’s Defined Benefit Plan pension and the 

existing 401(k) matching defined contribution benefit, regardless of the Participant’s 

participation in the matching program. 

2. 401k Contribution for  On or After April 15, 2010 Hires:  For Participants, who are 

represented by the union, who were hired on or after April 15, 2010, if a Participant 

contributes up to four percent (4%) of their base wages to their 401(k) plan, the 

Authority will make a fifty percent (50%) matching contribution, up to a maximum 

Authority contribution of two percent (2%) of the Participant's base wages.  This 

contribution is in addition to the non-elective employer contribution under the 

Voluntary Investment Plan.  
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3. Except as hereinabove modified and amended, the terms of the plan are confirmed 

and remain unchanged.  

Mr. Ricozzi seconded the motion. The chair called for the vote and the resolution was approved. 

Borowy  Aye 

Curseaden Aye       

LaMarr  Aye 

Ricozzi  Aye 

Sack  Aye 

Chair Borowy noted that it would be appropriate to discuss the Twelfth Amendment to the Authority’s 

Voluntary Investment Plan in executive session.  

At 1:10 p.m., on motion made by Mr. Curseaden and seconded by Mr. Ricozzi, the Authority voted to go 

into executive session pursuant to C.G.S. Section 1-200(6)(E) for matters covered by Section 1-

210(b)(5)(A)(B), pertaining to trade secrets and commercial and financial information. Present in 

executive session were Authority members, Messrs. Lakshminarayanan, Hill, and Singh, and Mss. 

Kowalski, Calo, and Slubowski. 

At 1:13 p.m., the Authority came out of executive session.  

Mr. Ricozzi move for approval of the following resolution for reasons discussed in executive session: 

WHEREAS, the Authority wants to enhance the benefit for eligible non-bargaining unit 

employees, inclusive of a matching component.  

NOW, THEREFORE, BE IT RESOLVED, that the Authority approves the following change to 

the 401(k) matching contribution for non-bargaining unit employees hired on or after January 1, 

2011, effective June 1, 2025: 

1. 401(k) Matching Contribution: If an eligible non-bargaining union employee contributes 

up to four percent (4%) of their base wages to their 401(k) plan, the Authority will make a 

fifty percent (50%) matching contribution, up to a maximum matching contribution of two 

percent (2%) of the employee's base wages. This matching contribution, effective June 1, 

2025, is in addition to the existing non-elective employer contribution of the eligible 

employee's base wages.  

2. Except as hereinabove modified and amended, the terms of the Plan are confirmed 

and remain unchanged.  

Ms. LaMarr seconded the motion. The chair called for the vote and the resolution was approved. 

 

Borowy  Aye 

Curseaden  Aye       

LaMarr  Aye 

Ricozzi  Aye 

Sack  Aye 
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7. CONSENT AGENDA 

Ms. LaMarr commented on item 7.6, RWA’s AI Policy, and noted that the policy, although comprehensive, 

should emphasize that employee training on AI use is critical, including policy compliance, security 

training and a process for ensuring policy compliance.  

Ms. LaMarr stated that item 7.8, Larry Bingaman – RWA Foundation Proposal, is a wonderful tribute to 

the late Larry Bingaman. 

Mr. Ricozzi commented on item 7.5, Exemptions from Public Bid for FY 2026. He stated that going 

forward he would like to see all exemptions include an estimated dollar amount associated with the 

exemption and to allow for greater purchasing leverage in the industry.  

After discussion, on motion made by Mr. Ricozzi and seconded by Mr. Curseaden, the Authority voted 

to approve, adopt, or receive, as appropriate, the following items in the Consent Agenda, as discussed: 

7.1 Minutes of the April 24, 2025 meeting 

7.2 Capital budget authorization for June 2025 

RESOLVED, that the Senior Vice President, Chief Financial Officer & Head of 

Corporate Development is authorized to submit to the Trustee one or more requisitions 

in an aggregate amount not to exceed $5,000,000 for the month of June 2025 for transfer 

from the Construction Fund for capital expenditures. Each such requisition shall contain 

or be accompanied by a certificate identifying such requisition and stating that the amount 

to be withdrawn pursuant to such requisition is a proper charge to the Construction Fund. 

Such requisitions are approved notwithstanding the fact that amounts to be withdrawn for 

a particular project may exceed the amount indicated for such month and year in the 

current Capital Improvement Budget but will not cause the aggregate amount budgeted 

for Fiscal Year 2026 for all Capital Improvement Projects to be exceeded. In the absence 

of the Senior Vice President, Chief Financial Officer & Head of Corporate Development, 

the Controller is authorized to sign in her place.  

7.3 Monthly Financial Report for April 2025. 

7.4 Accounts Receivable Update for April 2025. 

7.5 Exemptions from Public Bidding for FY 2026. 

RESOLVED, that the Authority authorizes Management to negotiate the purchase of the 

following items for the fiscal year June 1, 2025 to May 31, 2026, without public bidding, and 

such purchases without public bidding are hereby determined to be in the best interest of the 

Regional Water Authority for the reasons set forth in Ms. Kowalski’s memorandums of May 

16, 2025, a copy of which is to be filed with the records: 

Programmable Logic Controllers 

John Deere Equipment 

Variable Frequency Drives 

Pick Up of Patch, Sand, Gravel, Stone, and Topsoil 

Polymers 

EH Wachs Gate Trailer 

Printing & Media Services 

Cla-Val Hydraulic Control Valves 

Pump and Motor Repairs 
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Val Matic Air and Water Valves 

Johnson Controls HVAC Software and Hardware 

Flagging Services 

Ductile Iron Pipe 

RWA Well Services LLC 

Homeowner Safety Valve 

Console Upgrades 

Uninterrupted Power Supply (UPS) Systems 

Vibration Monitoring Equipment and Software Maintenance 

UAV Drone Sensors 

Chemical Waste Tank Liners 

7.6 RWA AI Policy 

7.7 FY 2026 Compensation Committee Work Plan 

7.8 Larry Bingaman – RWA Foundation Proposal 

Borowy  Aye 

Curseaden Aye       

LaMarr  Aye 

Ricozzi  Aye 

Sack  Aye 

 

8. REPORTS ON RPB COMMITTEE MEETINGS 

Authority members reported on recent Representative Policy Board committee meetings. 

9. BUSINESS UPDATES 

9.1  RWAY/CIS UPDATE 

Mr. Singh, the RWA’s Chief Information Digital Officer & Vice President of Customer Care, provided 

highlights of the RWAY/Customer Information System Update, which included: 

• Budget tracking 

• Accomplishments 

• Current activities 

• Risks and challenges 

• Next steps 

9.2 MONTHLY BUSINESS HIGHLIGHTS 

Mr. Lakshminarayanan: 

• Reported that the RWA is progressing its commercial business strategy through both organic 

initiatives and the consideration of targeted strategic acquisitions. 

• Provided an update of the regional supply strategy.  

• Highlighted that the RWA has achieved the highest ranking in overall customer satisfaction 

among midsize water utilities in the northeastern U.S., as reported in the J.D. Power 2025 Water 

Utility Residential Customer Satisfaction Study. This recognition was based on eight factors: 
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information provided, level of trust, quality and reliability, ease of doing business, total monthly 

costs, personnel, problem resolution, and digital channels. The RWA expressed its gratitude for 

the positive feedback from customers that contributed to this award.  

• Commented on the RWA’s submission of inaugural patent applications related to the removal of 

PFAS contaminants from groundwater and surface water. These applications will undergo 

examination by a patent examiner to ensure compliance with requisite criteria prior to the issuance 

of patents. Key contributors to this initiative include Jim Hill (General Manager, Head of 

Operations), Jesse Culbertson (Assistant Chief Operator Water Treatment), and Sherwin Gormly 

(Planning Engineer). 

• Reported that the easements for the Route 80 control valve project, which has been ongoing for 

approximately six years is completed. All that is left to be done in phase II of the project is the 

control valve vault. 

• Highlighted an Arbor Day event that was held on April 25th, where he and approximately 20 

employee volunteers participated in the event by planting native trees at locations in East Haven 

and North Haven. 

• Reported on a recent demonstration of Virtual Reality (VR) and Augmented Reality (AR) for the 

Engineering and Operations teams, focusing on future training and skill enhancement. These 

technologies offer water utility professionals valuable 3D visualizations of assets, foster remote 

collaboration, and enhance safety and efficiency. Currently in the development phase, VR and 

AR present significant opportunities for innovation.  

• Noted that Chuck Delvecchio, the RWA’s Controller, convened a session with project and cost 

center managers to enhance financial understanding of key dates and year-end protocols, their 

role in ensuring the accuracy of the RWA’s fiscal 2025 financial statements and a clean audit. 

Also covered was the monitoring of fiscal 2026 expenses, following the submission of fiscal 2026 

budgets, and tips for the fiscal 2027 budgets. 

9.3 BLUE DROP UPDATE 

At 1:50 p.m., Mr. Jaser withdrew from the meeting.  

[BREAK FROM 1:50 TO 1:57] 

At 1:57 p.m., on motion made by Mr. Ricozzi and seconded by Ms. Sack, the Authority voted to 

convene in executive session pursuant to C.G.S. Section 1-200(6)(E) to discuss matters covered by 

Section 1-210(b)(A)(5)(B), pertaining to trade secrets and commercial and financial information. 

Present in executive session were Authority members, Mss. Kowalski, Calo and Slubowski, and Messrs. 

Lakshminarayanan, Hill, and Singh. 

At 2:34 p.m., Messrs. Lakshminarayanan, Hill, and Singh, and Mss. Kowalski, Calo, and Slubowski 

withdrew from the meeting. 

Borowy  Aye 

Curseaden Aye       

LaMarr  Aye 

Ricozzi  Aye 

Sack  Aye 
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At 2:45 p.m., the Authority came out of executive session. No votes were taken in, or as a result of 

executive session. 

 

10. RECESS AUTHORITY MEETING TO ATTEND RPB MEETING 

At 2:45 p.m., on motion made by Mr. Curseaden and seconded by Mr. Ricozzi, the Authority voted to 

recess the meeting to attend the RPB meeting. Chair Borowy announced that the Authority would 

reconvene immediately following the RPB meeting. 

Borowy  Aye 

Curseaden Aye       

LaMarr  Aye 

Ricozzi  Aye 

Sack  Aye 

At 7:15 p.m., the Authority reconvened. Present were Authority members and Mss. Kowalski and 

Slubowski. 

11. CONSIDER AND ACT ON RESOLUTIONS TO APPROVE FY 2026 BUDGET AND 

AUTHORIZE FILING WITH TRUSTEE 

Chair Borowy requested approval of the budgets for the fiscal year June 1, 2025 – May 31, 2026, and 

authorization to file the budgets with the trustee, as required by the General Bond Resolution. Mario 

moved for approval of the following resolutions: 

RESOLVED, that the Authority’s Capital Improvements budget for Fiscal Year (“FY”) 2026, 

from June 1, 2025 – May 31, 2026, including a plan of capital improvements for the FY 2026 

through FY 2030, and the additional information required by Section 614 of the General Bond 

Resolution, is hereby adopted and ordered to be filed with US Bank, Trustee, pursuant to Section 

614 of the General Bond Resolution; and 

FURTHER RESOLVED, that the Authority’s Operating budget for FY 2026, from June 1, 2025 

– May 31, 2026, showing on a monthly basis projected Operating Expenses, and deposits and 

withdrawals from several Funds required by the General Bond Resolution, is hereby adopted and 

ordered to be filed with US Bank, Trustee, pursuant to Section 613 of the General Bond 

Resolution. 

Ms. LaMarr seconded the motion. Chair Borowy noted the RPB’s strong support for the FY 2026 Budget 

along with a unanimous vote to approve the resolution at its meeting. The Authority appreciates working 

with the RPB. He also recognized management for its work in preparing and making the Budget 

understandable, which allowed for a good and positive process.  

After discussion, the Chair called for the vote: 

Borowy  Aye 

Curseaden Aye       

LaMarr  Aye 

Ricozzi  Aye 

Sack  Absent 



South Central Connecticut Regional Water Authority                               

May 22, 2025                          

            

  

9 

 

At 7:17 p.m., on motion made by Mr. Ricozzi and seconded by Mr. Curseaden, the Authority voted to 

adjourn the meeting.  

Borowy  Aye 

Curseaden Aye       

LaMarr  Aye 

Ricozzi  Aye 

Sack  Absent 

 

Respectfully submitted, 

   

 

      _________________________ 

      Catherine E. LaMarr, Secretary 

 

 
(R) = Attended Remotely. 
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SUBJECT: Key Performance Indicator (KPI) Report for Fiscal 2025 Fourth Quarter & Fiscal 
Year 
______________________________________________________________________________ 

Attached is the Key Performance Indicator (KPI) Report for Fiscal 2025 Fourth Quarter & Fiscal 
Year.

All initiatives sustained key strategies that connected back to the 2025 Strategic Plan and Fiscal 

2025 objectives and were based on the four perspectives of the Balanced Scorecard. 

Attachment 



Key Performance Indicators FY25 Q4 & Year-End Update | June 26, 2025

KPI Name Level Description Result FY25 Target FY25 Q4 & Year-End Commentary

Customer Satisfaction Global
Increase RWA’s Customer Satisfaction Index (CSI) Company 
Characteristics within 4 percentage points from FY24 baseline 
of 79.6%. 

79.6% - 83.6% CSI 
(+/- 4% margin of error)

Achieved a 78.8% CSI score for Company Characteristics, which is within the margin of 
error. The overall CSI was 86.9%, which significantly exceeds researcher GreatBlue's 
industry benchmark of 77.5%.

Safety Global
Continue the safety journey toward achieving zero recordable 
injuries.

0 Recordable Injuries
There were 7 recordable injuries in FY25. We continue to strive to reduce 
workplace hazards by implementing best-in-class corporate safety practices and 
promoting a culture of prevention and self care.

Training & Development Global
Complete 12 hours of training and development per 
employee. 

12 Hours Training
We exceeded the 12-hour per employee training and professional development target 
with employees averaging 16 hours of formal training and development. 

Service Excellence
Global

Achieve >75% Service Assessment Index (SAI) rating in all-
employee survey following six-month Delivering Service 
Excellence training and practice.

>75% SAI

Achieved a 79% Service Assessment Index (SAI) rating, exceeding the target of 75%. 
Since undergoing DSX training, employees noted improvements within internal/
external service for interdepartmental communication, teamwork, positive attitude 
and overall service excellence.

Cash Collections Global Meet 118% coverage with no shortfall. 118% Coverage Exceeded target with 121% coverage with no shortfall.

Capital Efficiency Global Ensure that at least 96% of capital budget benefits customers. 96% of Capital Budget Exceeded target by putting 98.6% capital budget to work to benefit customers.

Operating Efficiency Global
Identify at least $750,000 in annualized operating efficiencies 
and savings.

$750,000 in Savings Exceeded target with operating efficiencies and savings of $1.1 million

Commercial Services Revenue Executive Achieve commercial net revenues of $9.2M. $9.2M in Revenue Exceeded target with $10.2M in commercial net revenue.

Water Quality Executive
Maintain 100% compliance with drinking water standards by 
ensuring that 90% of disinfection by-product tests are at least 
10% below maximum drinking water thresholds.

100% Compliance 100% compliance with drinking water standards.

Unaccounted for Water Executive Reduce Unaccounted for Water (UFW) leakage by 125MG. 125MG UFW Reduction Exceeded target with 150 million gallons of water saved.



Fiscal Year 2026
Strategic Plan & Global Metrics

(June 1, 2025 – May 31, 2026)



Strategic Priority 1: Customer & Community Service
PERSPECTIVE, GOAL & 

OUTCOMES
STRATEGIES & ACTIONS TARGETS/AWWA BENCHMARKS

Perspective

Customer

Customer & Community Service Goal

Consistently provide outstanding 

internal/external customer service 

interactions and engage with community to 

build understanding, trust and support for 

RWA projects and programs.

Outcomes to Business

Reliable service consistently delivered as the 

needs of the service population change.

Timely and quality responses provided to 

external customer service requests.

Outstanding customer service and 

stakeholder engagement delivered for all 

interactions.

Strong internal customer service culture 

across the organization.

Position the RWA as a leading resource and 

reliable authority on water and environmental 

issues.

Strategy: Provide outstanding internal and external customer 

service in a timely, courteous and effective manner.

Actions

• Define Delivering Service Excellence (DSX) service-level targets 

for workgroups by FY26 year-end.

• Capitalize on new CIS solution to improve our service delivery to 

customers while also developing in-house expertise in the meter-

to-cash cycle.

• With full implementation of CIS, identify, align and prioritize 

customer-focused technologies to improve responsiveness, 

customer satisfaction and ensure customer data is accurate and 

secure. 

Strategy: Advance commercial business positioning and 

customer participation.

Actions

• Increase customer plans for signature water service protection 

plan programs.

• Advance PipeSafe and Homeowner Safety Valve (HSV) growth.

Strategy: Proactively communicate with and engage 

stakeholders on water matters of importance to the region.

Actions

• Develop and implement annual customer and stakeholder 

outreach engagement plans.

• Build customer support for programs and understanding of how 

we provide cost-effective and innovative services.

• 100% completion of DSX Mini-Module team trainings.

• Call abandonment rate < 5%.

• No less than 95% billing accuracy annually.

• Maintain > 85% of customers rating customer and field service employees 

as “good” or “excellent” in real-time transaction surveys annually.

• Achieve at least 500 gross pipe protection program net customer plans by 

May 31, 2026.

• Implement at least 2 district-wide communications campaigns and utilize 

various communications channels to garner no less than 24 positive/neutral 

news stories annually.



Strategic Priority 2: Workforce Planning & Development
PERSPECTIVE, GOAL & 

OUTCOMES
STRATEGIES & ACTIONS TARGETS/AWWA BENCHMARKS

Perspective

Learning & Growth

Workforce Planning & Development Goal

The RWA will attract, develop and retain a 

high-performing and diverse workforce to 

fulfill the mission of the organization.

Outcomes to Business

Everyone owns safety and goes home the 

same way they came to work or better.

We create a vibrant and competitive 

environment that attracts, retains and invests 

in a skilled and engaged workforce.

Collaboration with internal teams help us 

achieve our shared objectives of enhanced 

communication, coordination and delivery of 

service.

Through rewards and recognition, employees 

are acknowledged as being critical to RWA’s 

ability to promote best practices in delivering 

customer value.

Employee leadership competencies at all 

levels drive a culture of servant leadership in 

spirit and execution.

Strategy: Cultivate a safe and healthy working environment.

Actions

• Strive for no time-loss workplace incidents or accidents.

• Advance a safety-first culture where employees discuss 

hazards and concerns with candor and make sound, risk-

based decisions to accomplish work safely.

Strategy: Create a workplace that attracts and retains 

skilled employees.

Actions

• Develop bi-annual individual development plans and rollup to 

department training priorities to develop internal talent.

• Update division succession plans to prepare staff for 

promotional opportunities and to retain institutional 

knowledge within the organization.

• Create new employee development and engagement 

programs to invest in a skilled and engaged workforce.

Strategy: Model inclusion and willingness to try new 

approaches in our pursuit of excellence.

Actions

• Develop and grow practices that value and draw strength 

from diversity of our people.

• Promote diversity in leadership by addressing systemic, 

cultural and organizational barriers to hiring and career 

advancement at all levels of the organization.

• DART Rate of < 1.8 (Days Away Restricted or Transferred is a safety 

metric measuring the severity of work-related injuries and illnesses).

• PMVA Rate of < 3 (Preventable Motor Vehicle Accident).

• Maintain competitive employee turnover rate of < 10% annually.

• Individual Development Plans (IDPs) completed and documented for all 

employees seeking growth, transitioning to new roles, or needing 

performance support, with progress reviewed quarterly by managers. 

• Develop at least 1 new employee development program (rotations, 

workforce flexibility, apprenticeships, internships, mentorships) to 

launch in FY27.

• 100% of employes with planned retirements involved in a transitional 

plan for business continuity.



Strategic Priority 3: Financial Stability
PERSPECTIVE, GOAL & 

OUTCOMES
STRATEGIES & ACTIONS TARGETS/AWWA BENCHMARKS

Perspective

Financial

Financial Stability Goal

The RWA will maintain appropriate financial 

capacity to ensure operational efficiency to 

reliably meet the needs of present and future 

customers.

Outcomes to Business

Finances are managed optimally, and 

resources are used efficiently and effectively 

to meet customers’ service priorities.

RWA’s long-term financial needs are met.

Commercial service revenue is invested in 

utility, mitigating prospective water rate 

increases for customers while reducing the 

amount of debt financing needed to fund the 

RWA’s increasing capital program. 

Funding and implementing planned capital 

and maintenance projects on schedule 

ensures reliable services.

Reduction of costs and minimization of rate 

increases through securing federal, state and 

local appropriations, grants and loans and 

research funding.

Strategy: Maintain and leverage a strategic financial model 

to facilitate planning and predict long-term cash flows.

Actions

• Manage debt and cash reserves to ensure successful 

execution of long-range plans and meet short-term needs.

• Responsibly and strategically create additional revenue 

generation streams through the commercial business.

• Prudent and efficient management of utility finances.

Strategy: Ensure financial integrity and stability by 

implementing sound and equitable practices to meet 

infrastructure and service needs.

Actions

• Ensure adequate funding and increase grant and financing 

opportunities to reduce costs and support business priorities.

• Maintain stable or improving Bond rating on an annual basis.

• Continue to enhance the process through which projects are 

identified, prioritized, funded and scoped to develop the 

annual and multi-year Capital Improvement Plan.

Strategy: Develop deeper financial awareness, 

understanding, and accountability throughout the RWA.

Actions

• Maintain a strong control environment by effectively tracking, 

managing and transparently reporting financial resources, 

transactions and performance.

• Develop and execute budget process to ensure timely and 

accurate alignment with strategic priorities.

• Ensure at least 96% of capital budget benefits customers.

• Debt coverage ratio at least 118% annually.

• No more than 5% overage in actual overtime dollars versus budgeted.

• Commercial business revenue target of at least $22 million by May 31, 

2026.

• 100% of departments complete a year-end template in support of 

achieving a clean FY26 year-end audit.



Strategic Priority 4: Utility Assets & Natural Resources
PERSPECTIVE, GOAL & 

OUTCOMES
STRATEGIES & ACTIONS TARGETS/AWWA BENCHMARKS

Perspective

Internal Processes

Utility Assets & Natural Resources Goal

Implement comprehensive, integrated and 

innovative utility asset and natural resource 

planning to increase operational reliability 

and environmental stewardship.

Outcomes to Business

Protect the quality of drinking water delivered 

to our customers to maintain and achieve 

water quality compliance for public health 

and brand reputation.

Minimize the number and duration of 

unplanned service disruptions.

Drive greater efficiency through use and 

evolution of standard work plans, asset and 

risk management practices, metrics and 

operational reporting.

Maintain all system infrastructure to ensure 

reliable service into the future.

Protect and sustain our watersheds to 

maintain water resources, ecosystems and 

communities.

Strategy: Implement initiatives that improve operational 

reliability, resiliency and efficiency.

Action Items

• Use data in comprehensive asset management system to 

improve planned replacement and maintenance programs 

and status reporting as well as support prioritized 

infrastructure renewal decision making.

• Apply scalability to capital and long-range planning to 

prioritize projects, funding and maintain flexibility.

Strategy: Achieve a sustainable and resilient water supply 

to meet community needs.

Action Items

• Invest diligently in our infrastructure to deliver a safe, reliable 

water supply to our customers.

• Protect, enhance and monitor natural resources, water 

source conditions and ecosystem health that are vital to RWA 

watersheds.

• Lead Service Line: Complete inventory, develop replacement plans and 

commence construction for at least one-third of RWA towns.

• Planned Preventative Maintenance Completed - Fleet, Pump, Electric: No 

less than 75% complete from the computerized management system 

annually.

• Potable Water Compliance Rate: No less than 100% per quarter annually.

• Main Flushing Maintenance: No less than 20% (340 miles) of main 

flushed annually.

• Watershed Inspection: Conduct at least 800 watershed/aquifer 

inspections annually.

• Environmental Monitoring: Conduct fisheries, wildlife and water quality 

monitoring through existing programs and introduce at least 1 new 

technology funded by a grant.

• Vegetation Management: Identify at least 1 new approach to meet 

vegetation mitigation and restoration needs that is funded by a grant.



Strategic Priority 5: Strategic Technology
PERSPECTIVE, GOAL & 

OUTCOMES
STRATEGIES & ACTIONS TARGETS/AWWA BENCHMARKS

Perspective

Internal Processes

Strategic Technology Goal

Ensure technology to safely and securely 

meet the needs of the RWA and its 

customers.

Outcomes to Business

Investment in and utilization of technology 

enhances the customer experience and 

maximizes operational efficiency.

Customers are empowered with current 

technologies to interact with the RWA 

efficiently and effectively.

RWA is a resilient service provider with 

exceptional customer service because of 

adopting appropriate technologies and 

protecting the organization from cyber 

threats.

Commitment to technology and innovation 

considers solutions across the entire 

organization.

Physical and cybersecurity initiatives are 

aligned to protect RWA infrastructure.

Strategy: Invest in technology infrastructure to enhance 

customer engagement and satisfaction.

Action Items

• With full implementation of CIS, identify, align and prioritize 

customer-focused technologies to improve responsiveness, 

customer satisfaction and ensure customer data is accurate 

and secure. 

• Leverage RWA’s mobile app to provide customers with more 

access to RWA services and information.

• Ensure RWA systems keep pace with customer adoption of 

new technologies to enhance the customer experience.

Strategy: Enhance and maintain effective cybersecurity 

practices.

Action Items

• Ensure all cybersecurity incidents are reported and reviewed, 

and lessons learned are incorporated into future 

cybersecurity program updates and enhancements.

• Deploy regular cybersecurity exercises and drills with 

employees that address the full range of threats.

• Ensure full implementation of recommended Department of 

Homeland Security (DHS) activities are implemented.

• No less than 99.9% availability of customer-facing IT/OT critical systems 

annually.

• Increase the number of online registered users of self-service account 

services by no less than 12% annually.

• Maintain RWA average phish prone rate of 95% versus industry average of 

75%.

• 100% of IT security DHS-recommended activities completed annually within 

budget.



KPI Description Target

Customer Service Complaints logged by service representatives in billing and service. <1,500 Complaints

Water Quality Compliance Ensure 0 violations of water quality standards issued by state health regulators. 0

Safety

DART Rate of < 1.8. (Days Away Restricted or Transferred is a safety metric measuring the severity of work-related 

injuries and illnesses) < 1.8

Employee Engagement
Maintain competitive employee turnover rate of < 10%.

< 10%

Coverage Meet 118% coverage with no shortfall. > 118% Coverage

Capital Efficiency Ensure at least 96% of capital budget benefits customers. > 96% of Capital Budget

Fiscal 2026 Global Metrics
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EXECUTIVE SUMMARY 

Throughout fiscal 2018-2019, a five-year strategic plan was developed and introduced under the 

guidance of the President & CEO and members of the leadership team. Given the expiration of the 

preceding five-year strategic plan, the leadership team embarked on a forward-focused initiative to 

create a new five-year strategic roadmap for the RWA that spanned fiscal 2020 through fiscal 

2025. This involved a comprehensive SWOT analysis, benchmarking with other world-class water 

utilities, planning and development meetings with the leadership team facilitated by a business 

consultant as well as input from employees participating in special workshops led by a local 

inspiration and ideation strategy firm. 

Early into the adoption of the 2020-2025 strategic plan, the coronavirus pandemic hit. To ensure the 

RWA continued to perform and execute the strategic plan at a high level, in fiscal 2021, the 

leadership team systematically reexamined the original 2020-2025 strategic plan with the aim of 

more simply outlining the strategies and goals the organization needed to successfully attain to 

advance the RWA over the five-year period. 

Concurrently, and at the suggestion of the Authority board, the Leadership Team met to envision 

what the RWA of the future should look like in 2050. This blue-sky visioning work was a unique 

chance to imagine a better RWA and identify long-view issues and topics for further exploration and 

ideation in future strategic plans. 

Consequently, the leadership team reconstituted the strategic plan for the five-year period covering 

fiscal years 2020-2025 to meet the following objectives: 

• simplify the overall strategic plan and clearly spell out the goals needed to advance the RWA

over a defined time period;

• eliminate guideposts and reintroduce the four perspectives of the balanced scorecard

management system – 1) Customers/Constituents; 2) Employee Learning and Growth; 3)

Financial; and 4) Internal Business Process;

• link each perspective to an overarching strategy;

• connect each strategy to five-year goals that are time-bound and measurable; and

• enable RWA to develop capital and O&M budgets to support the plan goals.

To effectively monitor and document strategic plan progress, a tracking dashboard was devised 

and reviewed on a monthly basis with the leadership team and a quarterly basis with the Authority 

Board as KPI reports. This allowed for timely adjustments, the promotion of a culture of 

accountability and the creation of moment-in-time reports featuring verifiable measures. 

This results report is intended to capture the progress made with the 2020-2025 strategic plan and 

annual accomplishments including any timely adjustments made since its initial adoption. In 

summary, the results report provides an unflinching assessment of each of the plan’s 24 goal 

metrics. It shows noteworthy achievements across the board – essentially meeting and exceeding 

all target goals – and acknowledging the areas where more attention and work are needed in the 

future. These outcomes can be attributed to meticulous planning and monitoring by the leadership 

team and the boards, and the commitment demonstrated by all employees in the effective 
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execution of the strategic plan, along with other complementary organizational initiatives aligned 

with the strategic objectives. 

Page 4 shows a summary list of the 2020-2025 plan’s strategies. 

Pages 5-14 show a summary of the five-year strategic goals with results. The five-year goals grew 

from the strategies. A significant amount of time was spent by the leadership team in the 

development of goals, that, when attained, would result in a strong, best-in-class organization. The 

goals cover all aspects of the organization, include stretch goals and all are SMART – Specific, 

Measurable, Actionable, Relevant and Time-framed.  

The blue-sky visioning work is reflected in the Appendix on pages 15-21 and include key priorities 

that will enable the RWA to continue charting a course for a successful long-term future. 
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SUMMARY OF FIVE-YEAR STRATEGIES 

Perspective: Customers/Constituents 

Strategies 

• Improve customer satisfaction

• Utilize technology to enhance the customer experience

• Increase constituent support of the RWA

Perspective: Employee Learning & Growth 

Strategies 

• Advance workforce safety

• Develop employees by improving knowledge, skills and abilities

• Foster a diverse, inclusive and engaged workforce

Perspective: Financial 

Strategies 

• Expand commercial revenue sources to mitigate rate increases

• Improve the financial operating performance of the RWA

• Strengthen pension and retirement funding

Perspective: Internal Business Process 

Strategies 

• Effectively manage and maintain our core business

• Sustainably manage our natural resources to deliver reliable, safe water

• Embrace innovation and new technology
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RESULTS SUMMARY OF STRATEGIC GOALS 

Perspective: Customers/Constituents 

I. Strategy: Improve Customer Satisfaction

A. Goal – Customer Satisfaction: Maintain RWA best-in-class 91.8% Customer

Satisfaction Index by May 2025.

A1. Results – Pandemic Impact on Original Goal; Exceeded Industry Benchmark 

• Fiscal 2020: Achieved 91.8% Customer Satisfaction Index (CSI).

• Fiscal 2021: Survey suspended due to pandemic.

• Fiscal 2022: Survey suspended due to pandemic.

• Fiscal 2023: Partnered with independent research firm, GreatBlue, to develop

reconstituted survey instrument using telephone and digital methods to launch in

fiscal 2024.

• Fiscal 2024: Achieved 88.1% CSI; introduced reconstituted survey using telephone

and digital methods; significantly exceeded the GreatBlue industry benchmark of

77.5%.

• Fiscal 2025: Achieved 86.9% CSI, significantly exceeded the GreatBlue industry

benchmark of 77.5%; ranked highest in overall customer satisfaction among

midsize water utilities in the northeast U.S. in the J.D. Power 2025 Water Utility

Residential Customer Satisfaction Study.

B. Goal – Customer Transactions: Introduce transaction surveys and establish a baseline

for improvement by May 2025.

B1. Results – Successfully Exceeded Goal Ahead of Schedule 

• Fiscal 2021: Survey developed with independent research firm, GreatBlue.

• Fiscal 2022: Baseline established at 81.8% in line with call center industry

benchmark average.

• Fiscal 2023: 97.1% customer satisfaction achieved.

• Fiscal 2024: 94.7% customer satisfaction achieved.

• Fiscal 2025: 83.7% customer satisfaction achieved.

C. Goal – First Contact Resolution: Establish a First Contact Resolution baseline and

drive a 15% improvement by May 2025.

C1. Results – Successfully Exceeded Goal Ahead of Schedule 

• Fiscal 2021: Survey developed with independent research firm, GreatBlue, to track

first-contact resolution.

• Fiscal 2022: Baseline established at 77% in line with call center industry benchmark

average.
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RESULTS SUMMARY OF STRATEGIC GOALS (CONTINUED) 

• Fiscal 2023: 88.9% of customers reported their concern resolved by first person

they spoke with, exceeding 15% improvement goal ahead of schedule.

• Fiscal 2024: 83.2% of customers reported their concern resolved by first person

they spoke with.

• Fiscal 2025: 85.4% of customers reported their concern resolved by first person

they spoke with.

II. Strategy: Utilize Technology to Enhance the Customer Experience

A. Goal – Self Service: Ensure 42% of customer base is using self-service options for

billing and more by May 2025.

A1. Results – Successfully Exceeded Goal Ahead of Schedule 

• Fiscal 2020: 24.8% customers enrolled in e-Bill.

• Fiscal 2021: 28.6% customers enrolled in e-Bill.

• Fiscal 2022: 31.5% customers enrolled in e-Bill.

• Fiscal 2023: 35.4% customers enrolled in e-Bill.

• Fiscal 2024: 42.1% customers enrolled in e-Bill; goal exceeded ahead of schedule.

III. Strategy: Increase Constituent Support of the RWA

A. Goal – Brand Image: Assess the brand image and reputation of the RWA using a

triannual consumer survey and increasing FY20 baseline results 5% by 2025.

A1. Results – Successfully Achieved Goal Ahead of Schedule 

• Fiscal 2020: Achieved 70.5% baseline brand image index score.

• Fiscal 2022: In consultation with independent research firm, GreatBlue,

management decided to combine brand-image related questions into new CIS

survey to be introduced in fiscal 2024 to achieve cost efficiencies and avoid

customer survey fatigue.

• Fiscal 2024: Achieved 74.1% brand image index score; goal increase achieved

ahead of schedule.

• Fiscal 2025: Achieved 72.5% brand image index score.

B. Goal – Stakeholder Outreach: Increase overall support of RWA with key stakeholders

by introducing three new targeted outreach initiatives by 2025.

B1. Results – Successfully Exceeded Goal Ahead of Schedule 

• Fiscal 2020: Created Municipal Outreach Liaison Program to further build and

strengthen relationships with municipal leaders, their administrations and RPB

members by conducting regular check-in meetings.

• Fiscal 2021: Created South Central Regional Land Conservation Alliance, a

regional partnership with local land trust organizations to foster open space in the

region.
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RESULTS SUMMARY OF STRATEGIC GOALS (CONTINUED) 

• Fiscal 2024: Created annual Arbor Day Tree Plantings event where employee

volunteers’ plant RWA-gifted trees in communities throughout our service district;

launched Emergency Responder Grant Program, which supports organizations that

provide volunteer and professional emergency services within the RWA’s territory;

exceeded goal ahead of schedule.

C. Goal – Recreation Program: Add three new recreation programs by May 2025.

C1. Results – Successfully Exceeded Goal Ahead of Schedule 

• Fiscal 2021: 1) Kayaks launched at Lake Saltonstall; 2) trails added in Prospect; 3)

introduced North Branford Land Conservation Trust Trail at Gaillard to originate

from Harrison Preserve; goal achieved ahead of schedule.

• Fiscal 2022: 1) Shoreline fishing added at Lake Chamberlain.

• Fiscal 2023: 1) Relocated part of the New England Trail in collaboration with the

Connecticut Forest & Parks Association.

Perspective: Employee Learning and Growth 

I. Strategy: Advance Workforce Safety

A. Goal – Safety: Achieve zero preventable injuries.

A1. Results – Did Not Achieve Goal 

• Fiscal 2020: 5 injuries including overexertion, slips, trips and falls, and injuries

related to motor vehicle accidents.

• Fiscal 2021: 5 injuries including overexertion, slips, trips and falls, and contact with

objects and equipment.

• Fiscal 2022: 8 injuries including overexertion, slips, trips and falls, and injuries

related to motor vehicle accidents.

• Fiscal 2023: 6 injuries including overexertion, injuries related to motor vehicle

accidents and contact with hazardous materials.

• Fiscal 2024: 9 injuries including overexertion and contact with objects and

equipment.

• Fiscal 2025: 7 injuries including overexertion, slips, trips and falls, and contact with

objects and equipment.

II. Strategy: Develop Employees by Improving Knowledge, Skills and Abilities

A. Goal – Succession Planning: Implement succession planning and knowledge capture

that addresses 75% (management changed to 100% in fiscal 2024) of the potential loss

of institutional knowledge by May 2025.

A1. Results – Successfully Achieved Goal 
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RESULTS SUMMARY OF STRATEGIC GOALS (CONTINUED) 

• Fiscal 2020: Enterprise-wide commitment for pursuit of succession planning activity.

• Fiscal 2021: Determined the positions most critical to the organization’s success

and where knowledge loss would have the greatest impact.

• Fiscal 2022: With new HR leadership and team in place, established leadership and

management buy-in, identified critical roles and created competencies framework.

• Fiscal 2023: Launched knowledge capture pilot and tested different knowledge

capture methods (interviews, surveys, documentation).

• Fiscal 2024: 50% of succession planning goal completed including assessment and

development, and evaluation of employee’s potential to fill critical roles.

• Fiscal 2025: Remaining 50% of succession planning goal completed including

assessment and development, and evaluation of employee’s potential to fill critical

roles.

B. Goal – Professional Development: Fully execute the Management Training Roadmap

by 2025.

B1. Results – Successfully Achieved Goal 

• Fiscal 2022: Learning Management System (LMS) software deployed.

• Fiscal 2023: Training Manager hired.

• Fiscal 2025: LMS fully implemented and utilized to enhance employee

competencies and skills, professional development and training.

III. Strategy: Foster a Diverse, Inclusive and Engaged Workforce

A. Goal – Engagement: Grow workforce engagement to strengthen commitment to the

organization and individual success as evidenced by a 30% increase in improved

results from an employee engagement survey by May 2025. Note: in fiscal 2023,

management changed to 20% increase given protracted pandemic, changes in HR

leadership and union contract negotiations.

A1. Results – Successfully Exceeded Goal 

• Fiscal 2020: Baseline employee engagement score assessed at 70% based on

Gallup’s Exceptional Workplace Award.

• Fiscal 2021: Focus on diversity strategy and leadership alignment.

• Fiscal 2022: Focus on well-being and work-life balance.

• Fiscal 2023: Focus on recognizing employee contributions.

• Fiscal 2024 Focus on teamwork and empowerment; reviewed and refined existing

initiatives based on ongoing feedback and pulse survey results to ensure that

programs are aligned with changing needs and organizational goals; achieved an

all-employee engagement score of 82.7%, demonstrating an 18% increase from the

70% baseline.

• Fiscal 2025: Achieved an all-employee engagement score of 86.7%, demonstrating

a 24% increase, surpassing the 20% target increase goal from the 70% baseline.
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RESULTS SUMMARY OF STRATEGIC GOALS (CONTINUED) 

B. Goal – Workforce Diversity: Achieve workforce diversity in all underrepresented job

groups by May 2025.

B1. Results – Successfully Achieved Goal 

• Fiscal 2020: Established baseline understanding of current workforce demographics

and identified areas for improvement.

• Fiscal 2021: Created a DE&I mission statement; set initial goals.

• Fiscal 2022: Established a DE&I employee volunteer committee called the TIDE

Council (Tapping Inclusion, Diversity and Equity).

• Fiscal 2023: Enhanced recruitment and hiring processes to attract a wider pool of

diverse candidates.

• Fiscal 2024: Focused on retaining and developing talent; created a more inclusive

workplace culture that supports the retention and advancement of all employees.

• Fiscal 2025: Increased diversity in underrepresented groups by continuing to foster

inclusive cultures and create opportunities for development and advancement. This

included the continuation of diversifying recruitment sources, addressing

unconscious bias in hiring processes, and ensuring equitable opportunities for all

employees.

PERSPECTIVE: FINANCIAL 

I. Strategy: Expand Commercial Revenue Sources to Mitigate Rate Increases

A. Goal – Commercial Enterprises: Increase commercial service net revenue to $9.2

million by May 2025.

A1. Results – Successfully Exceeded Goal 

• Fiscal 2020: $6.1M

• Fiscal 2021: $5.5M

• Fiscal 2022: $5.5M

• Fiscal 2023: $5.8M

• Fiscal 2024: $8.3M

• Fiscal 2025: $10.2M

II. Strategy: Improve the Financial Operating Performance of the RWA

A. Goal – Fiscal Efficiency: Reduce debt-to-capital plant ratio to 82% by May 2025.

A1. Results – Successfully Exceeded Goal Ahead of Schedule 

• Fiscal 2020: Achieved D/C ratio of 87.8%.

• Fiscal 2021: Achieved D/C ratio of 85.2%.

• Fiscal 2022: Achieved D/C ratio of 81.9%
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RESULTS SUMMARY OF STRATEGIC GOALS (CONTINUED) 

• Fiscal 2023: Achieved D/C ratio of 81.1%. 

• Fiscal 2024: Achieved D/C ratio of 78.5%. 

• Fiscal 2025: Achieved D/C ratio of 80.1%. 

 

B. Goal – Capital Efficiency: Achieve an average of 3% capital efficiency each year 

through May 2025. 

 

B1. Results – Successfully Achieved Goal 

 

• Fiscal 2020: Achieved at least 3% capital efficiency to benefit customers. 

• Fiscal 2021: Achieved at least 3% capital efficiency to benefit customers. 

• Fiscal 2022: Achieved at least 3% capital efficiency to benefit customers. 

• Fiscal 2023: Achieved at least 3% capital efficiency to benefit customers. 

• Fiscal 2024: Achieved at least 3% capital efficiency to benefit customers. 

• Fiscal 2025: Achieved at least 3% capital efficiency to benefit customers. 

III. Strategy: Strengthen Pension and Retirement Funding 

A. Goal – Pension Funding: Achieve 100% funding of pension obligation by May 2025. 

A1. Results – Successfully Exceeded Goal 

• Fiscal 2020: Pension contribution of $4.7M; contributed above ARC by $1.3M. 

• Fiscal 2021  Pension contribution of $4.2M; contributed above ARC by $1.0M. 

• Fiscal 2022: Pension contribution of $4.3M; contributed above ARC by $1.1M. 

• Fiscal 2023: Pension contribution of $5.1M; contributed above ARC by $2.3M. 

• Fiscal 2024: Pension contribution of $5.0M; contributed above ARC by $2.0M. 

• Fiscal 2025: Pension contribution of $3.4M; contributed above ARC by $1.0M. 

B. Goal – Retirement Benefits: Increase funding of OPEB/VEBA plan to 35% by May 

2025. 

B1. Results – Successfully Exceeded Goal 

• Fiscal 2020: Increased funding of OPEB/VEBA to 29.08%. 

• Fiscal 2021: Increased funding of OPEB/VEBA to 34.87%. 

• Fiscal 2022: Increased funding of OPEB/VEBA to 34.61%. 

• Fiscal 2023: Increased funding of OPEB/VEBA to 37.07%. 

• Fiscal 2024: Increased funding of OPEB/VEBA to 38.45%. 

• Fiscal 2025: Increased funding of OPEB/VEBA to 42.45%*. 

*January 1, 2025 valuation; final fiscal 2025 result will not be known until August 2025 when 

actuarial report is due. 

Perspective: Internal Business Process  

I. Strategy: Effectively Manage and Maintain Our Core Business 
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RESULTS SUMMARY OF STRATEGIC GOALS (CONTINUED) 

A. Goal – 3R’s: Enhance RWA’s enterprise risk management program by reviewing and 

improving 50% of the risk perspectives within the Risk Register with a focus on mitigating 

risk, improving redundancy and safeguarding resiliency by May 2025. 

A1. Results – Exceeded Goal Ahead of Schedule 

• Fiscal 2020: Reviewed Risk Register with goal of improving at least 50% of critical 

risk perspectives. 

• Fiscal 2021: 25% of risk perspectives updated with improved controls including 1) 

loss of institutional knowledge; 2) environmental compliance risks; and 3) 

emergency preparedness planning. 

• Fiscal 2022: 50% of risk perspectives updated with improved controls including 1) 

health and safety risks; 2) material and procurement practices; and 3) critical 

infrastructure management; met 50% goal ahead of schedule. 

• Fiscal 2023: 80% of risk perspectives updated with improved controls including 1) 

robust insurance program; 2) updates to pipe protection plan program; and 3) 

safeguarding IT infrastructure. 

• Fiscal 2024: 100% of risk perspectives completed; exceeded 50% goal ahead of 

schedule – 53 risk perspectives ranging from natural resource impairment to new 

and emerging regulatory updates to cyber and network resiliency have been 

reviewed and updated with improved controls. 

B. Goal – Asset Management: Ensure 100% of assets (horizontal and vertical) are 

assessed and linked to an Enterprise Asset Management (EAM) system by May 2025.  

B1. Results – Successfully Achieved Goal 

• Fiscal 2020: 15% of assets assessed and linked to EAM. 

• Fiscal 2021: 25% of assets assessed and linked to EAM. 

• Fiscal 2022: 35% of assets assessed and linked to EAM. 

• Fiscal 2023: 50% of assets assessed and linked to EAM. 

• Fiscal 2024: 85% of assets assessed and linked to EAM. 

• Fiscal 2025: 100% of assets assessed and linked to EAM. 

II. Strategy: Sustainably Manage our Natural Resources to Deliver Reliable, Safe Water 

A. Goal – Water Quality: Ensure levels of disinfection by-products (THMs & HAAs) are at 

least 10% below regulated limits by May 2025.  

A1. Results – Successfully Exceeded Goal Ahead of Schedule 

• Fiscal 2020: THMs 42.7% below the limit of 80 ppb; HAAs 48.7% below the limit of 

60 ppb 

• Fiscal 2021: THMs 51.0% below the limit of 80 ppb; HAAs 52.0% below the limit of 

60 ppb 
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RESULTS SUMMARY Of STRATEGIC GOALS (CONTINUED) 

• Fiscal 2022: THMs 48.6% below the limit of 80 ppb; HAAs 45.8% below the limit of 

60 ppb 

• Fiscal 2023: THMs 47.1% below the limit of 80 ppb; HAAs 45.6% below the limit of 

60 ppb 

• Fiscal 2024: THMs 53.5% below the limit of 80 ppb; HAAs 46.6% below the limit of 

60 ppb 

• Fiscal 2025: THMs 59.6% below the limit of 80 ppb; HAAs 52.3% below the limit of 

60 ppb 

 

B. Goal – Unaccounted for Water: Implement a plan to ensure unaccounted-for-water is 

less than 10% by May 2025. 

B1. Results – Did Not Achieve Goal 

• Fiscal 2020: 10.58% (Mar 2019 – Feb 2020) 1,637 MG 

• Fiscal 2021: 11.09% (Mar 2020 – Feb 2021) 1,766 MG 

• Fiscal 2022: 13.52% (Mar 2021 – Feb 2022) 2,138 MG 

• Fiscal 2023: 11.68% (Mar 2022 – Feb 2023) 1,804 MG 

• Fiscal 2024: 13,12% (Mar 2023 – Feb 2024) 2,011 MG 

• Fiscal 2025: 13.73% (Mar 2024 – Feb 2025) 2,169 MG* 

*Prevailing issues with reliable data have contributed to presumptions made on water losses. 

Working with AMI vendor to study the differences between supply and demand; as a result of 

findings, will take corrective actions to account for apparent water losses. 

III. Strategy: Embrace Innovation and New Technology 

A. Goal – Technology Roadmap: Link 100% of Technology Roadmap to Capital and 

Operating budgets by May 2025.  

A1. Results – Successfully Achieved Goal 

• Fiscal 2020: 15% complete including 1) SAP Mobile rollout and 2) HR self-service 

website replacement. 

• Fiscal 2021: 25% complete including 1) fleet application management replacement 

and 2) LIMS launch and exchange email migration. 

• Fiscal 2022: 55% complete including 1) flood alert and monitoring system and 2) 

Office 365, intranet/SharePoint document management system upgrades. 

• Fiscal 2023: 70% complete including 1) Azure cloud migration and 2) construction 

database and Salespad implementation. 

• Fiscal 2024: 85% complete including 1) upgrades to website; 2) payroll forecaster 

implementation; 3) financial system upgrades; and 4) recreation e-commerce. 

• Fiscal 2025: 100% complete including 1) launch of new UMAX Customer 

Information System; 2) Prophix O&M budget implementation; and 3) IVR 

replacement. 
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RESULTS SUMMARY Of STRATEGIC GOALS (CONTINUED) 

B. Goal – Innovative Solutions: Facilitate 16 process improvements within the four 

perspectives of customers, employees, financial and internal business process by May 

2025. 

B1. Results – Successfully Exceeded Goal Ahead of Schedule 

• Fiscal 2020-2021: Explored and finalized 4 process areas to improve: 1) Meter-to-

Cash; 2) Source-to-Consumption; 3) Procure-to-Pay; and 4) Recruit-to-Retire. 

• Fiscal 2022: 6 of 16 process improvements complete including 1) capital planning 

and budget enhancements; 2) automated continuous consumption alert using AMI, 

3) customer escalation dashboard; 4) process change for providing meter vault  

assemblies to customers; 5) records retention initiative across technology, customer 

care and finance departments; and 6) remote work policy. 

• Fiscal 2023: 12 of 16 process improvements complete including 1) implementation 

of NoDes flushing equipment; 2) intranet improvements to drive efficiencies and  

employee engagement; 3) commercial business field implementation to enhance 

productivity; 4) IVR improvements for Customer Contact Center; 5) Lab/LIMS 

improvements; 6) construction and jobbing improvements; and 7) capital planning 

enhancements. 

• Fiscal 2024: 16 of 16 process improvements completed ahead of schedule including 

1) succession planning process; 2) Sensus ally water meters; and 3) collections lien 

process improvements. 

 

C. Goal – Cybersecurity: Continually implement cybersecurity best practices across 

RWA with full implementation achieved by May 2025. 

C1. Results – Successfully Achieved Goal 

• Fiscal 2021: Multi-year cyber roadmap developed; implemented the following best-

practice initiatives: 1) intrusion detection and prevention; 2) denial of service 

filtering; 3) firewall segmentation; 4) forensic logging; 5) enterprise wide antivirus; 

and 6) bandwidth monitoring. 

• Fiscal 2022: Implemented the following best-practice initiatives: 1) secure 

communications and cyber protections for new and existing commercial business 

acquisitions; 2) network hardware restricted administration access; 3) rogue 

accounts payable detection; 4) disaster recovery environment; and 5) vulnerable 

scanning. 

• Fiscal 2023: Implemented the following best-practice initiatives: 1) network 

segmentation; 2) enterprise architecture governance; 3) network topology and cloud 

application documentation; 4) system backups and test restorations; and 5) joined  

• state of Connecticut monthly cyber meetings to gain important insights and share 

best practices 

• Fiscal 2024: Implemented the following best-practice initiatives: 1) multifactor 

authentication; 2) endpoint detection and response; 3) zero day vulnerability  
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RESULTS SUMMARY Of STRATEGIC GOALS (CONTINUED) 

scanning; and 4) conducted a business continuity plan ransomware drill with 

employees. 

• Fiscal 2025: Implemented the following best-practice initiatives: 1) endpoint isolation 

for ransomware; 2) dedrone technology; and 3) conducted a business continuity 

plan website defacing drill with employees and closed gaps. 

 

D. Goal – Technology Obsolescence: Develop technology roadmap to ensure 

technology obsolescence and single points of failure are eliminated by May 2025.   

D1. Results – Successfully Achieved Goal 

• Fiscal 2020: Five-year technology roadmap developed. 

• Fiscal 2021: 3 technology obsolescence and single points of failure eliminated 

including 1) Fleet – Dossier Cloud; 2) Labware LIMS rollout; and 3) Exchange Mail 

migration. 

• Fiscal 2022: 6 technology obsolescence and single points of failure eliminated 

including 1) Flood Alert System technology move; 2) Office 365 migration; and 3) 

My Source intranet/SharePoint. 

• Fiscal 2023: 10 technology obsolescence and single points of failure eliminated 

including 1) Azure Cloud setup; 2) Construction Database Phase 1; 3) watershed 

application; 4) global search upgrade. 

• Fiscal 2024: 14 technology obsolescence and single points of failure eliminated 

including 1) Umbraco upgrade; 2) Forecaster replacement; 3) Great Plains upgrade; 

and 4) RecTrac and PayTrac updates for recreation program.  

• Fiscal 2025: 19 technology obsolescence and single points of failure eliminated 

including 1) SAP shutdown; 2) omni channel AI – IVR replacement; 3) labware 

version 8 upgrade; 4) Prophix O&M budgeting rollout; and 5) hydrant inspection app 

replacement for Sedaru.  
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South Central Regional Water Authority

Analysis of Accounts Receivable ("A/R")

($000 omitted)

Total Accounts Receivable Aging (in days)

May Apr Mar Feb Jan Dec Nov Oct Sept Aug July June May
2025 2025 2025 2025 2025 2024 2024 2024 2024 2024 2024 2024 (Note 1) 2024

Under 30 9,489$             7,090$             7,647$        6,905$        6,376$        5,783$        7,750$        6,623$        7,906$        6,780$        6,741$        8,290$             5,677$           

31-60 1,039               1,897               1,904          1,365          1,425          1,562          1,703          1,894          1,758          1,274          1,461          1,775               1,212             

61-90 664                  942                  610             611             735             675             808             624             617             840             547             715                  665                

91-180                 1,038               1,218               1,074          1,119          1,078          1,156          1,058          1,028          1,022          902             1,038          1,128               1,071             

181-360    974                  1,065               1,027          980             964             968             910             1,033          1,096          1,208          1,153          1,170               1,072             

More than 1 year   2,929               3,077               3,209          3,253          3,306          3,432          3,504          3,423          3,477          3,758          3,476          3,530               3,557             

     Sub Total 16,133             15,289             15,471        14,233        13,884        13,576        15,733        14,625        15,876        14,762        14,416        16,608             13,254           

 Interest due 1,231               1,378               1,382          1,479          1,510          1,454          1,524          1,524          1,558          1,574          1,598          1,609               1,611             

Total Gross A/R plus interest ***** 17,364$           16,667$           16,853$      15,712$      15,394$      15,030$      17,257$      16,149$      17,434$      16,336$      16,014$      18,217$           14,865$         

Aged Accounts Receivable Focus of Collection Efforts

May Apr Mar Feb Jan Dec Nov Oct Sept Aug July June May

Greater than 60 days: 2025 2025 2025 2025 2025 2024 2024 2024 2024 2024 2024 2024 (Note 1) 2024

A/R 6,767$             7,533$             7,135$        7,266$        7,408$        7,492$        7,625$        7,439$        7,577$        8,095$        7,613$        7,952$             7,771$           

Less: Multi-Tenants (1,470)             (2,357)             (1,571)         (1,616)         (1,619)         (1,563)         (1,478)         (1,417)         (1,469)         (1,482)         (1,423)         (1,633)             (1,673)           

         Receiverships*** (1,120)             (1,741)             (1,723)         (1,776)         (1,891)         (1,952)         (2,002)         (2,040)         (1,824)         (2,120)         (2,175)         (2,198)             (2,174)           

         Liens (1,951)             (1,500)             (2,069)         (2,024)         (1,937)         (1,842)         (1,865)         (1,911)         (1,929)         (2,058)         (1,789)         (1,696)             (1,644)           

     Total 2,226$             1,935$             1,772$        1,850$        1,961$        2,135$        2,280$        2,071$        2,355$        2,435$        2,226$        2,425$             2,280$           

33% 26% 25% 25% 26% 28% 30% 28% 31% 30% 29% 30% 29%

Collection Efforts

May Apr Mar Feb Jan Dec Nov Oct Sept Aug July June May

2025 2025 2025 2025 2025 2024 2024 2024 2024 2024 2024 2024 (Note 1) 2024

Shuts * -$                    -$                    -$                8$               37$             31$             33$             55$             51$             63$             49$             57$                  68$                

Red Tags ** -                      -                      -                  5                 6                 -                  -                  -                  -                  -                  -                  -                      -                    

Receivers 26                    25                    -                  38               82               27               46               95               53               114             81               55                    44                  

Top 100 Collection Calls 444                  190                  318             394             108             -                  -                  -                  -                  -                  -                  -                      25                  

Other 
(1)

434                  723                  390             626             958             948             842             1,017          988             829             978             810                  917                

     Total 904$                938$                708$           1,071$        1,191$        1,006$        921$           1,167$        1,092$        1,006$        1,108$        922$                1,054$           

* Number of shuts -                      -                      -                  30               140             100             97               172             212             264             194             176                  229                

** Number of Red tags -                      -                      -                  25               49               -                  -                  -                  -                  -                  -                  -                      -                    





(1) (2) (3) (4) (5) (6) (7) (8) (9) (10)
TOWN VOTES CUSTOMERS QUOTIENT 2X ACRES QUOTIENT COLUMN COLUMN COLUMN VOTES

FY 2025 AS OF QUOTIENT AS OF 4+6 (4+6)/3 (4+6)/3 FY 2026
5/31/2025 5/31/2025   X 100

ANSONIA 3 5,404 0.04635 0.09269 96 0.00349 0.09619 0.03206 3.20626 3
BEACON FALLS 0 0 0.00000 0.00000 22 0.00080 0.00080 0.00027 0.02668 0
BETHANY 5 6 0.00005 0.00010 3,941 0.14340 0.14351 0.04784 4.78353 5
BRANFORD 6 8,635 0.07406 0.14812 1,178 0.04286 0.19098 0.06366 6.36601 6
CHESHIRE 4 7,058 0.06053 0.12107 227 0.00826 0.12933 0.04311 4.31085 4
DERBY 2 2,904 0.02491 0.04981 2 0.00007 0.04988 0.01663 1.66283 2
EAST HAVEN 6 8,513 0.07301 0.14602 860 0.03129 0.17732 0.05911 5.91054 6
GUILFORD 4 1 0.00001 0.00002 3,295 0.11990 0.11991 0.03997 3.99713 4
HAMDEN 10 15,058 0.12914 0.25829 1,329 0.04836 0.30665 0.10222 10.22160 10
KILLINGWORTH 2 0 0.00000 0.00000 1,381 0.05025 0.05025 0.01675 1.67504 2
MADISON 6 0 0.00000 0.00000 4,715 0.17157 0.17157 0.05719 5.71889 6
MILFORD 10 18,279 0.15677 0.31354 4 0.00015 0.31368 0.10456 10.45615 10
NEW HAVEN 13 22,798 0.19553 0.39105 24 0.00087 0.39193 0.13064 13.06421 13
NO. BRANFORD 8 1,551 0.01330 0.02660 6,032 0.21949 0.24609 0.08203 8.20311 8
NO. HAVEN 5 8,042 0.06897 0.13794 54 0.00196 0.13991 0.04664 4.66363 5
ORANGE 3 4,054 0.03477 0.06954 580 0.02110 0.09064 0.03021 3.02143 3
PROSPECT 1 0 0.00000 0.00000 866 0.03151 0.03151 0.01050 1.05038 1
SEYMOUR 1 319 0.00274 0.00547 706 0.02569 0.03116 0.01039 1.03871 1
WEST HAVEN 8 13,451 0.11536 0.23072 275 0.01001 0.24073 0.08024 8.02436 8
WOODBRIDGE 3 525 0.00450 0.00901 1,895 0.06895 0.07796 0.02599 2.59865 3
GOV. REP. 1 - - - - - - - - 1
TOTALS 101 116,598 1 2 27,482 1 3 1 100 101

COMPUTATION OF FY 2026 WEIGHTED VOTES FOR THE REPRESENTATIVE POLICY BOARD
June 20, 2025
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Town FY2022 FY2023 FY2024 FY2025 FY2026

ANSONIA 96 96 96 96 96
BEACON FALLS 22 22 22 22 22
BETHANY 3,945 3,947 3,947 3,947 3,941
BRANFORD 1,175 1,175 1,174 1,178 1,178
CHESHIRE 149 149 149 149 227
DERBY 2 2 2 2 2
EAST HAVEN 860 860 860 860 860
GUILFORD 3,294 3,294 3,295 3,295 3,295
HAMDEN 1,322 1,321 1,321 1,333 1,329
KILLINGWORTH 1,377 1,381 1,381 1,381 1,381
MADISON 4,716 4,716 4,716 4,716 4,715
MILFORD 4 4 4 4 4
NEW HAVEN 24 24 24 24 24
NO. BRANFORD 6,069 6,069 6,069 6,069 6,032
NO. HAVEN 54 54 54 54 54
ORANGE 587 587 584 580 580
PROSPECT 822 822 866 866 866
SEYMOUR 706 706 706 706 706
WEST HAVEN 275 275 275 275 275
WOODBRIDGE 1,897 1,896 1,896 1,895 1,895
Total 27,396 27,400 27,441 27,452 27,482

RPB Weighted Vote Calculation
SUMMARY OF LAND BY TOWN

May 31, 2025

(1) All values in acres.  Beginning with the FY17 calculation, land values are based on GIS data.  This data 
continues to be updated as newer and better information is collected on boundaries; therefore the 
reported total land by town may change although no acquisitions or dispositions have necessarily been 
made.  This data is for informational purposes only.

(2) There was one acquisition of land in FY25, in Cheshire. There were two dispositions, in North Branford.
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Town
FY2022 

Customers
FY2023 

Customers
FY2024 

Customers
FY2025 

Customers
FY2026 

Customers
ANSONIA 5,426 5,427 5,439 5,459 5,404
BEACON FALLS
BETHANY 6 6 6 6 6
BRANFORD 8,631 8,648 8,669 8,701 8,635
CHESHIRE 6,803 6,830 6,870 6,974 7,058
DERBY 3,240 3,240 3,249 3,259 2,904
EAST HAVEN 8,567 8,565 8,569 8,573 8,513
GUILFORD 1 1 1 1 1
HAMDEN 15,062 15,072 15,078 15,111 15,058
KILLINGWORTH
MADISON
MILFORD 18,322 18,340 18,363 18,387 18,279
NEW HAVEN 22,734 22,733 22,716 22,825 22,798
NORTH BRANFORD 1,557 1,568 1,564 1,569 1,551
NORTH HAVEN 7,882 7,928 7,981 8,017 8,042
ORANGE 4,039 4,064 4,072 4,083 4,054
PROSPECT
SEYMOUR 333 334 333 334 319
WEST HAVEN 13,427 13,424 13,429 13,460 13,451
WOODBRIDGE 471 478 479 504 525
Overall Result 116,501 116,658 116,818 117,263 116,598
(1) Beginning in FY26, this calculation uses the PowerBI Report from UMAX "ENG- Active Water Accounts" 
for accounts active prior to June 1.  This report change was necessary to utilize the current CIS reporting 
system.

RPB Weighted Vote Calculation
UMAX - NUMBER OF CUSTOMERS SUPPLIED(1)

June 1, 2025
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