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Accountability and Performance Reporting
Overview
Seattle Public Utilities (SPU) is committed to principles of accountability and transparency through its Strategic
Business Plan (SBP) performance reporting. This reporting is comprised of six key elements:
1.

Essential Service Metrics

2.

Initiative and Investment Milestones

3.

Focus Area Progress

4.

Capital Investment Portfolio

5.

Financial Performance and Affordability Metrics

6.

Annual Utility Report Card

Each reporting element is briefly described. The frequency and format of reporting for each of these key elements
varies based on the nature of the information and audience. SPU will continue to fine-tune and adjust reporting
over the coming years.
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1. Essential Service Metrics
Description

SPU’s essential service metrics measure utility performance in meeting
the SBP’s delivering equitable essential services goal to provide highquality service through three strategies: 1) Strive for best-in-class; 2)
Provide reliable and rewarding experiences; and 3) Meet or exceed
expectations, requirements, and commitments.

Reporting Frequency

Quarterly

Audience

Utility managers, elected officials, Customer Review Panel

2021-2023 Reporting Detail
Strategy
Strive for bestin-class

Metric
Limit distribution system leakage as a percent of total supply, as
defined by WA Department of Health
Minimize residential garbage tonnage transported to landfill for
disposal
Increase number of households enrolled into Utility Discount
Program
Meet targets set for SPU Clean City sharps collection, illegal
dumping, and graffiti abatement programs
Limit sewer overflows to no more than four annually per 100
miles of pipe, on a two-year average

Target
<=10%

Provide reliable
and rewarding
experiences

Priority drinking water, drainage, and wastewater problems
responded to within sixty minutes
Less than one missed waste pick-up per 1K service stops
80% of customer calls responded to within three minutes
90% overall customer satisfaction score (based on SPU contact
center post-call survey)

>=90%

Meet or exceed
expectations,
requirements,
and
commitments

Meet WA Department of Health drinking water quality
regulations
Meet National Pollutant Discharge Elimination System (NPDES)
permit requirements for Seattle’s drainage and wastewater
systems
Limit combined sewer overflows to one per outfall per year over
a 20-year moving average – annual reporting (target achieved by
2030)
Reduce garbage, recyclables, and organics generated per
resident per day
Ensure 80% of customers strongly agree that SPU made it easy
for them to handle their issue (based on SPU contact center post
call survey)
Meet % of WMBE purchasing and consultant work (target is set
annually by the Mayor's Office)
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<1 lb./person/day
Not quantified
>=95% of the time
<=4 per 100 miles

<=1 per 1K stops
>=80%
>=90%
Regulations met
Requirements met

<=1 by 2030

<2.5
lbs./person/day
>=80%

Determined
annually by
Mayor’s Office
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2. Initiative and Investment Milestones
Description

Initiatives and investments are representative examples of how SPU will
advance the strategies described in three SBP focus areas: stewarding
environment and health; empowering our customers, community, and
employees; and strengthening our utility’s business practices.
SPU performance reporting of initiatives and investments will monitor
utility progress towards commitment milestones and will provide
visibility to SPU’s efforts on an annual basis for initiatives and quarterly
basis for investments. Initiatives are defined as policy, planning, and
program work and generally require less significant expenditures (under
$5M). Investments result in tangible infrastructure, asset, asset repair,
or service and require more significant expenditures (over $5M). See
the table that follows for the SBP’s 18 highlighted initiatives and
investments.
SPU’s initiatives and investments represent a mix of continued base rate
funding as well as new funding or increased investments as noted in the
table. All initiatives and investments are funded through SPU rates with
the exception of SPU’s support services for the unsheltered investment
which is primarily funded by City of Seattle general fund dollars as part
of the Clean City program. SPU’s workforce facilities improvements,
drainage and wastewater asset management and opportunity work, and
water asset management and opportunity work reflect multi-part
investments that will be reported on individually within the context of a
broader program. Greater detail on the SBP’s highlighted initiatives and
investments, can be found in Appendix B.

Reporting Frequency

Initiatives-annual; investments-quarterly

Audience

Utility managers, elected officials, Customer Review Panel
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2021-2023 Reporting Detail
Focus Area
and Goals

Name

Stewarding Environment
and Health
 Develop One Water
resilience
 Advance Zero Waste
circular economy

Strategy: Invest in key water, stormwater, and wastewater projects and plans
1.

Shape Our Water: A
Drainage and Wastewater
(DWW) Plan for a Water
Resilient Future

2.

Ship Canal Water Quality
Project (SCWQP)

Description

Given uncertainty related to climate change, growth,
and increasingly stringent regulations, SPU is
developing an integrated system plan called ‘Shape
Our Water.’ The plan includes a long-term vision and a
short-term implementation plan and will guide
investments, policies, programs, and projects that will
improve the performance and resilience of our
drainage and wastewater systems while optimizing
social and environmental benefits for the City of
Seattle.
The SCWQP will improve regional water quality by
keeping more than 75 million gallons of polluted
stormwater and sewage from flowing into the Lake
Washington Ship Canal, Salmon Bay, and Lake Union
on average each year.

2021- 2023 Commitment Milestones

Initiative/
Investment
(reporting)

•

Complete the Shape Our Water Integrated
System Plan.

Initiative
(Annual)

•
•

Deliver SCWQP on-time and within budget.
Complete final design of the pump station and
Wallingford and Ballard conveyance projects.
Complete tunneling of the 2.7-mile storage
tunnel for polluted stormwater and sewage.
Complete construction and start system
operation in 2025.

Investment
(Quarterly)

Adaptively manage water supply and
stormwater operations and make strategic
system investments to a changing climate.
Work with City of Seattle Departments and the
Duwamish River Clean Up Coalition to build
Resilience District partnerships to inform
drainage and wastewater investments in South
Park and prevent displacement of residents and
local businesses.
Develop decarbonization strategy for existing
and new SPU-owned buildings.
Partner with King County to establish a carbon
emissions footprint related to Seattle-area
consumption and solid waste generation.
Complete a wildfire risk assessment and
management strategy to mitigate risks to
municipal water supply.

Initiative
(Annual)

•
•

Strategy: Advance climate-resilient, nature-based, community-led solutions
3.

Climate Justice,
Adaptation, Mitigation

Climate resilience work includes investing in the
leadership and ingenuity of communities to accelerate
a just climate transition, adapting our natural and built
systems and operations to a changing climate, and
reducing greenhouse gas emissions that contribute to
climate change.

•
•

•
•
•
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Focus Area
and Goals

Name

Description

2021- 2023 Commitment Milestones

4.

SPU is investing in Green Stormwater Infrastructure
(GSI) to improve water quality, manage flooding,
reduce regulatory costs, and build resilient
infrastructure while maximizing community benefits
and value for our customers. We are growing
innovative cross-sector and GSI partnerships,
leveraging our investments to support a broader set of
community outcomes, expanding the GSI toolbox to
mainstream new and innovative green approaches to
stormwater management, and removing barriers to
GSI implementation throughout the City of Seattle.

•

Manage 510 million gallons of stormwater
runoff annually with GSI investments.

Waste diversion relies on improving the quality of
recycling and composting streams, food rescue, and
extended producer responsibility to reduce landfill
volumes and costs. SPU supports the statewide goal of
cutting food waste by 50% by 2030. Our extended
producer responsibility efforts engage product
developers to create environmentally sound and
socially responsible solutions for the end-of-life
management of a wide variety of products.

•

Work with state and regional partners to finalize
a statewide framework for extended producer
responsibility.
Increase food rescue innovation partnership
work.

Initiative
(Annual)

Waste prevention work targets product consumption
and consumer behavior, addressing the root cause of
waste and toxins to reduce their impact. Product
consumption accounts for about 42% of U.S.
greenhouse gas emissions, making waste prevention
an important climate change mitigation strategy. SPU
will leverage partnerships to prevent waste, respond
to changing recycling markets, and reduce the volume
of single-use plastics.

•

Develop and adopt a Waste Prevention Strategic
Plan and metrics.
Fund waste prevention innovation through SPU
waste-free community grants.

Initiative
(Annual)

Green Stormwater
Infrastructure

Initiative/
Investment
(reporting)
Investment
(Quarterly)

Strategy: Reduce materials and carbon pollution
5.

6.

Waste Diversion

Waste Prevention
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Focus Area
and Goals

Name

Empowering Our
Customers, Community,
and Employees
 Remove barriers
 Partner with our
community to
maximize the benefits
of SPU investments
 Invest in our
employees

Strategy: Provide utility assistance that makes a difference
7.

8.

Customer Affordability
Programs

Side Sewer Assistance

Description

SPU can make a meaningful difference in people’s lives
when we improve effectiveness of financial assistance
to customers in need. Our work in this area focuses on
shut-off prevention, leak assistance, Utility Discount
Program, Emergency Assistance Program, and
payment plans.
To enhance affordability, SPU will implement a pilot
program that eases the financial burden of repairing
side sewers.

2021- 2023 Commitment Milestones

Initiative/
Investment
(reporting)

•

Expand outreach and participation in assistance
programs (Utility Discount Program, Emergency
Assistance).
Expand leak adjustment policies for residential
and commercial customers.

Initiative
(Annual)

Make pilot program incentives available to lowincome customers in the form of grants, loans,
rebates, or repairs.
Use pilot results to potentially expand the
program to serve a wide range of customers.

Investment
(Quarterly)

Pilot and evaluate cost-effective RV pump out
service.
Achieve 90% voluntary compliance rate for RV
vehicles encountered by RV remediation pilot
program.
Pilot and evaluate alternative approaches to
effectively deliver garbage and sharps collection
services for the unsheltered population.

Investment
(Quarterly)

Develop a proposal and enabling ordinance for
Mayor’s Office and City Council consideration.
If approved, launch pilot investment program.

Initiative
(Annual)

•
•
•

9.

SPU Support Services for
the Unsheltered

Relying primarily on non-ratepayer funding, the City of
Seattle’s Clean City program will provide cost-effective
sanitation and disposal service solutions for
unsheltered populations including trash, sharps, and
RV services to address health, hygiene, and
environmental needs.

•
•
•

Strategy: Give voice and power through meaningful partnerships
10. Seeds of Resilience Impact
Investment Proposal

11. Race and Social Justice
(RSJ) Strategic Plan

SPU seeks to build water resiliency, encourage circular
economy, and grow blue-green job opportunities
through an innovative investment program. This
project will assess viable approaches for designing,
funding, managing, and evaluating a pilot program
that fosters community-led One Water and Zero
Waste entrepreneurship.

•

When SPU builds trust and strengthens partnerships
with community organizations, we improve equity and
social outcomes for Seattle. SPU will update its
existing RSJ plan to reflect current needs, assess the
extent to which RSJ policies are supported across the
utility, and recommend opportunities to improve our
policies and practices.

•
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•

Possible
future
investment

Revise SPU’s Environmental Justice and Service
Equity (EJSE) Division Race and Social Justice
Strategic Plan.

Initiative
(Annual)
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Focus Area
and Goals

Name

Description

2021- 2023 Commitment Milestones

Initiative/
Investment
(reporting)

•
•

Implement SPU’s workforce development plan.
Model shared and inclusive leadership and what
it means to be a community-centered utility in
structuring the work of SPU’s people, culture,
and community branch.

Initiative
(Annual)

•

Complete options analysis and begin design
and/or construction of NOC, SOC, and Cedar
Falls Phase 2 projects.

Investment
(Quarterly)

•

Develop a recommendations for Seattle
Municipal Tower renovations that consider a
reduction of rented space, expanded use of
telecommuting, and more collaborative and
temporary workspaces based on learnings from
the coronavirus pandemic.

•

Complete SPU’s Facilities Master Plan strategy
update.

•

Implement three-year actions and
recommendations of the Accountability and
Affordability Strategic Plan.

Strategy: Foster a more equitable workplace, work culture, and better work opportunities
12. Workforce Development

13. Workforce Facilities
Investments

Strengthening Our Utility's
Business Practices
 Enhance ratepayer
affordability
 Manage assets and
risks optimally
 Be an adaptive,
learning organization

Workforce planning provides an interconnected set of
solutions to meet employment needs. It can include
changes to culture, changes to employee engagement,
and improvements to employee skills and knowledge
that will help to positively influence SPU’s future
success. This is important to rebuild, retain, and
recruit our workforce. SPU can stay ahead of changes
by building on internal programs and creating
opportunities for employees to stay within the utility
and City of Seattle. We will apply an equity, race, and
social justice lens to all our work.
The workforce facilities program includes efforts to
improve working conditions for frontline employees at
South Operations Center (SOC), North Operations
Complex (NOC), Cedar Falls Phase 2, as well as
improved space utilization efficiencies at the Seattle
Municipal Tower and in the SPU Facilities Master Plan.
Work that improves operational efficiencies will be
prioritized and facility improvements will address
maintenance issues.

Strategy: Deliver on accountability and affordability commitments
14. Accountability and
Affordability Strategic Plan

As Seattle residents contend with a tumultuous
economy, high costs of living, and inequitable access
to opportunity, SPU must help customers who are
struggling to afford essential utility services. This
strategy proposes a holistic approach to deliver our
essential utility services, keep rate increases lower,
focus corporate culture on continuous improvement,
and make investments that deliver multiple benefits to
the community. The implementation plan targets
improvements in several areas including: capital
planning and delivery, process efficiency
improvements, financial management, alternative
funding and partnerships, and improved reporting
about SPU performance and investments.
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Focus Area
and Goals

Name

Description

2021- 2023 Commitment Milestones

Initiative/
Investment
(reporting)

•

Create and implement tools and guidance for
SPU work units to identify risk, take action, and
increase resilience.

Initiative
(Annual)

•

Implement short-term recommendations of the
SPU Seismic Study, with the focus on emergency
preparedness and response planning, as well as
system isolation and control strategies.

Investment
(Quarterly)

•

Complete planned water main replacement, and
service line replacements, and install new
corrosion control (cathodic protection) on
transmission pipes.
Complete priority planning, replacement, and
rehabilitation work.
Reduce backlog of maintenance work orders for
hydrants and critical valves.
Report on budget and schedule deviations larger
than 25% for externally driven transportation
opportunity projects.

Investment
(Quarterly)

Complete rehabilitation schedule for sewers,
pump stations, force mains, and drainage assets.
Clean, replace, and rehabilitate key combined
sewer overflows outfalls.

Investment
(Quarterly)

Strategy: Improve how we manage risk and invest in systems assets and infrastructure
15. Risk and Resilience
Strategy Plan

16. Water Seismic Resilience

17. Water Asset Management
and Opportunity Work

To improve Seattle’s ability to respond to risks and
uncertain events, SPU will seek organization-wide
opportunities to encourage and facilitate
experimentation and investment that maximizes
benefits and reduces negative impact. Our work in this
area focuses on collaborative planning, capacity
development, and vulnerability reduction.
A recent SPU-commissioned study found that a
catastrophic earthquake in the region would result in
total water pressure loss within approximately 20
hours and take 10 to 25 days to restore 50% of water
service, but that seismic upgrades could significantly
cut service restoration time. This effort aims to
improve the seismic resiliency of the water system to
mitigate the impact of earthquakes.
This program focuses on asset management and
enhanced investment in SPU's aging infrastructure and
deferred maintenance to reduce long term system
costs. Efforts include infrastructure opportunity work
that supports transportation projects and other City of
Seattle capital investments and leverages cost savings
from reduction of paving restoration costs.

•
•
•

18. Drainage and Wastewater
(DWW) Asset
Management Work

The average age of our wastewater infrastructure is
over 80 years old. SPU will invest in the rehabilitation
of our sewer pipes, pump stations, combined sewer
overflow outfalls, and force mains to address
infrastructure needs. A renewal program will also be
developed for making future investments in the City of
Seattle’s drainage system.
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3. Focus Area Progress
Description

SPU plans to conduct quarterly, ‘Shaping the Future of SPU’ forums that
provide an opportunity for employee leaders at all levels of SPU (formal
and informal) to engage in conversation about key focus areas relevant
to SPU’s business: essential service delivery, environment and public
health, community and employee empowerment, and internal business
practices. Each session will be designed to focus on one of these specific
areas and provide a mix of inspiration, employee presentation, issue
exploration, frank discussion, and dialogue about how SPU plans to
collectively focus and prioritize its work, chart progress, and assess
learnings at the end of a year. SPU will share quarterly forum reportouts to its Customer Review Panel and will experiment with annual
reporting of composite progress indicators for SBP focus areas. These
progress indicators will assess initiatives and investments that are on
track with milestones and will explore the value of additional subjective
reporting. An example is provided below.

Reporting Frequency

One focus area per quarter

Audience

All SPU, Customer Review Panel

2021-2023 Reporting Detail
Example
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4. Capital Investment Portfolio
Description

Capital Investment Projects (CIP) comprise almost a fifth of SPU’s annual
budget with projects in various phases of delivery: options analysis,
design, construction, and closeout. SPU is working to improve reporting
on both portfolio accomplishments and neighborhood construction
project impact. Portfolio reporting will focus on quarterly reporting of
CIP portfolio spending and schedules by delivery phase along with key
updates including project RFPs, bids and status. Neighborhood
construction reporting is available online and provides updates on
current and recently completed projects, repairs, and outages and
include linkages to a CIP research tool showing SPU project information
throughout the City of Seattle and broader region.

Reporting Frequency

Portfolio–quarterly; Construction reporting–ongoing

Audience

Utility managers, Customer Review Panel, neighborhoods

2021-2023 Reporting Detail
Examples
a. Capital Investment Portfolio Reporting
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b. Neighborhood Construction Project Reporting
Reporting is available here: https://www.seattle.gov/utilities/neighborhood-projects
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5. Financial Performance and Affordability Metrics
Description

Financial performance reporting tracks the utility’s planned budget and
consumption and revenue forecasts alongside operating and capital
program expenditures, accomplishments, and received revenue for each
utility fund – water, drainage and wastewater, and solid waste.
Over the next few years, SPU will work to supplement its financial
performance reporting with more robust affordability metric evaluation
to guide policy work related to financial capability assessments for
federal regulatory and consent decree requirements, federal funding
advocacy initiatives, customer assistance programs, and utility rate
setting. Current affordability metrics track customer delinquency, utility
discount program enrollment, as well as emergency assistance program
and payment plans usage. This is supplemented by Citywide statistics
related to income, cost of living, income disparity, poverty indicators,
and household self-sufficiency standards.

Reporting Frequency

Financial performance and CIP spending accomplishment–quarterly;
Affordability metrics/household burden–annually

Audience

Utility managers, Customer Review Panel

2021-2023 Reporting Detail
Examples
1a. Financial performance reporting by line of business
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1b. CIP spending accomplishment reporting
The Q3 2020 CIP accomplishment for all funds was 62%—actual expenditures of $147.4 million against the
$236.6 million Q3 budget. Accomplishment was mixed by fund—excluding shared projects and technology
projects—which are split across all funds:
• The Water Fund accomplished 72% of its Q3 budget with $26.4 million in actual expenditures against
$36.8 million in Q3 budget.
• The Drainage and Wastewater Fund accomplished 60% of its CIP with $80.5 million in actual
expenditures against $133.5 million in Q3 budget.
• The Solid Waste Fund accomplished 22% of its CIP with $1.3 million in actual expenditures against
$5.9 million in Q3 budget.
Shared CIP accomplished 56% of its $52.1 million Q3 budget.
Technology CIP accomplished 113% of its $8.6 million Q3 budget.

2.

Affordability metric (work in progress)
This household burden snapshot depicts the combined water services bill
(water, sewer, and drainage) which is equivalent to 6.4% of the income of a
typical single-family household in the lower 20% income quartile (lowincome). The remaining household burden indicators reflect that the costs
should remain under 7% and should not exceed 10%.
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6. SPU Annual Report Card
Description

Reporting Frequency
Audience

The annual report card will provide a high-level snapshot of SPU’s key
performance highlights, community investment impacts, and
accomplishments for each year. It will be available on-line, accompany
SPU billing, and be accessible in different language formats.
Annual
Customers, community

2021-2023 Reporting Detail
Example
Annual Report Card
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