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Seattle Public Utilities provides essential drinking water, drainage and wastewater, 
and solid waste services to more than 1.5 million people in the greater Seattle area. 
About 1,400 SPU employees work with our community to provide affordable and 
equitable stewardship of our water and waste resources for future generations.  
 
The 2021-2026 Strategic Business Plan builds on our strengths, focuses our work, 
guides essential service delivery, and maximizes the benefit of every dollar. It 
reflects and responds to values consistently expressed by customers and 
community: affordability, sustainability, and equity. 
 
The plan reflects guiding principles that are at the center of our work ethic: 
understanding and responding to customers and community, ensuring affordability 
and accountability, addressing risk and resilience, enhancing equity and 
empowerment, and delivering service and safety. 
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Focus Area 
Progress 
 
 
 

SPU has chosen to focus on the following areas and 
corresponding highlighted investments. These 
investments are representative examples of how 
SPU will advance the strategies described in the 
Strategic Business Plan. Investments result in 
tangible infrastructure, asset, asset repair, or service 
and require more significant investment.  
 

The charts below display the performance of the 
total investments in each of the Strategic Business 
Plan focus areas and represent the percentage of 
investments hitting their targets. For Delivering 
Essential Services, the charts represent the total 
performance for the metrics in each of the three 
strategies: Strive for Best-in-Class, Provide Reliable 
and Rewarding Experiences, and Meet or Exceed 
Expectations, Requirements and Commitments. 

DELIVERING EQUITABLE ESSENTIAL SERVICES 

Essential service delivery represents the day-to-day 
services our customers and community need to live 
healthy lives. Our staff work year-round to deliver 
reliable water, drainage and wastewater, solid waste 
services, and Clean City services. 
 

STEWARDING ENVIRONMENT 
AND PUBLIC HEALTH 

Essential service delivery represents the day-to-day 
services our customers and community need to live 
healthy lives. Our staff work year-round to deliver 
reliable water, drainage and wastewater, solid waste 
services, and Clean City services. 
 

EMPOWERING OUR CUSTOMERS, 
COMMUNITY, AND EMPLOYEES 

Improving access to utility services, partnering with 
community organizations to increase livability and 
local opportunity, and cultivating and promoting a 
more diverse and dynamic workforce. 

MOL.?4O5.?6?4 APL PO6=6OXĚM 
BUSINESS PRACTICES 

The utility will examine its business practices and 
assess ways to improve service, be more efficient, 
and provide value. We will also use the best 
available science, data, and analysis to inform utility 
decision-making and performance. 
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5.9% 
Distribution 

System Leakage 
!ƴƴǳŀƭ ¢ŀǊƎŜǘΥ Җмл҈ 

- 738 
Utility Discount 

Programs 
Target: Meet the Need 

 

.86 lbs. 
Residential Garbage**  

Annual Target: <1lb./pers/day 

100% 
Clean City Collection 

Annual Target: җфр% 

1.79 
Sewer Overflows 
¢ŀǊƎŜǘΥ Җп ǇŜǊ млл ƳƛƭŜǎ 

 

Focus On 

 
We are committed to supporting our community, customers, and employees 
in building an equitable, sustainable, and just future. 
 
 BEST IN CLASS 
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FOCUS ON: Delivering Equitable Essential Services 

 

 

 

  

 

 
 

EXPECTATIONS, REQUIREMENTS, & COMMITMENTS RELIABLE AND REWARDING EXPERIENCES 

97% 
Water & DWW 

response*  
¢ŀǊƎŜǘΥ җ фл҈ 

88% 
Customer call 

response 
¢ŀǊƎŜǘΥ җ ул҈ ƛƴ о Ƴƛƴǎ 

 

93% 
Customer satisfaction 

¢ŀǊƎŜǘΥ җ фл҈ 

0.8 
Missed waste pick-up 
¢ŀǊƎŜǘΥ Җм ǇŜǊ мллл ǎǘƻǇǎ 

 

63% 
CSO Outfalls 
!ƴƴǳŀƭ ¢ŀǊƎŜǘΥ җ сн҈ 

 

2.27 lbs. 
Garbage, Recycle, 

Organics**  
Target: < 2.5 lbs./person/day 

79% 
Customer Effort 

¢ŀǊƎŜǘΥ җ ул҈ 

26% 
WMBE Purchasing 

¢ŀǊƎŜǘΥ җ мт҈ 

14% 
WMBE consultants 

¢ŀǊƎŜǘΥ җ нн҈ 

Met 
Drinking Water Quality 

Target: Regulation met 

Met 
NPDES***  

Target: Requirements met 
 
 
 

 = Meeting Target  = Monitor 
 
 
* More details about the performance of these service areas below 
**Metrics for Residential Garbage and Garbage, Recycle, Organics reporting is annual, 
and there is a lag in obtaining the data. Current annual metric available is from Oct 2021. 
*** National Pollution Discharge Elimination System permits requirements for {ŜŀǘǘƭŜΩǎ 5ǊŀƛƴŀƎŜ 
and Wastewater systems 
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Drinking Water Quality:  Drinking Water Quality performance is measured as part of the 
{ǘǊŀǘŜƎƛŎ .ǳǎƛƴŜǎǎ tƭŀƴΩǎ Essential Service Metrics focus area.  The goal for each quarter 
is to meet the WA Department of HealthΩǎ drinking water quality regulations. SPU has 
consistently met this target for each quarter of the 2021 ς 2026 SBP Performance 
reporting.   

 
 
Solid Waste: Solid Waste Services are highlighted in the Strategic Business Plan as part 
of the Providing Reliable and Rewarding experiences where {t¦Ωǎ ǘŀǊƎŜǘ ŦƻǊ ƳƛǎǎŜŘ 
collection is to have less than 1 missed waste pick-up per 1,000 service stops, ensuring 
garbage, recycling, and organics are collected consistently each week. In the 2nd quarter, 
SPU exceeded the target with an average of 0.8 missed collections per 1,000 stops. 

 
 
Utility Discount Program: At the end of Q2 2022, the UDP had a total enrollment of 
35,305 households.  This is approximately 39% of the households that may qualify for 
the UDP.  In 2022, the goal for program enrollment is to meet the need of the customer 
as we begin the return to business as usual.   The negative net enrollment number 
reflects the continued work by HSD to confirm with customers whether they still need 
or are eligible to receive utility discounts.  Many of the customers who originally 
enrolled after March 2020 no longer live in the service territory, need assistance, or 
respond to our efforts to confirm. 

 
 
WMBE: WMBE purchasing and consultant contracts for work are part of the Essential 
Service Metrics strategy to Meet or exceed expectations, requirements, and 
commitments. The performance targets for purchasing and consultant work can vary by 
year and are ŘŜǘŜǊƳƛƴŜŘ ŀƴƴǳŀƭƭȅ ōȅ ǘƘŜ aŀȅƻǊΩǎ hŦŦƛŎŜΦ  SPU consistently exceeds the 
target of greater than 19% for WMBE purchasing.  The WMBE contract performance has 
not met its target due to impacts on WMBE contractors during COVID.  To increase 
contracting, SPU provides several support opportunities for WMBE consultants to do 
business with the department, including training and outreach.  


