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4.7 billion [+]
gallons of water delivered in 2016
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In last year’s Annual Report I focused on 
the establishment of objective performance 
measures to track the success of our 
utility. Our employees have committed 
to the principles of a program entitled 
“Effective Utility Management” (EUM), 
which utilizes best management practices 
and benchmarking to “be the best.” In 
this second Annual Report, we hope to 
show significant progress toward meeting 
those goals of continuous improvement.

While EUM provides a framework for 
measuring the success of our utility, 
Hurricane Matthew presented challenges, 
well beyond typical benchmarks and 
standards. I am extremely proud to say that 
our utility passed this test with flying colors!

In looking back at the events of last 
October, it is clear that years of investment 
in technology and back-up equipment 
paid huge dividends. It is also clear that 
years of emergency planning greatly 
minimized impacts to our environment 
and inconvenience for our customers.

I cannot say enough about the 
performance of our team during Hurricane 
Matthew. Our management team was 

communicating from the Emergency 
Operations Center and collaborating 
on major logistical issues with other 
neighboring jurisdictions, while our field 
personnel were expeditiously restoring 
water and wastewater service to barrier 
islands experiencing widespread power 
outages. (Many of our field leaders 
did not see their families for days.)

When compared to many communities 
along the East Coast, we were extremely 
fortunate. In fact, through the expedited 
efforts of our employees to restore service, 
we were then able to assist many of our 
neighbors in their recovery efforts.

2016 will always be remembered as 
the year that Hurricane Matthew hit our 
community, but I will also remember, 
and appreciate, the complete dedication 
and commitment of the St. Johns County 
Utility’s employees. While no benchmark 
is available to measure these attributes, in 
my opinion, they did an excellent job and 
I will be forever proud of each of them.

Bill Young
St. Johns County Utility Director

Letter from the Director
What Gets Measured Gets Done
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Our mission is to serve our customers by providing safe, reliable drinking water and 
environmentally responsible wastewater treatment at affordable rates and with 
emphasis on customer service and protection of our environment.

Effective
Utility 

Management

Product 
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EUM is based on the 10 attributes of 
effectively managed utilities.

1. Product quality

2. Customer satisfaction

3. Employee and leadership 
development

4. Operational optimization

5. Financial viability

6. Infrastructure stability

7. Operational resiliency

8. Community sustainability

9. Water resource adequacy

10. Stakeholder understanding  
and support

To Our Customers

Balanced Scorecard
Fiscal Year 2016

Last year, the St. Johns County Utility 
Department introduced the methodology 
of Effective Utility Management (EUM) 
and the long term benefits of following its 
philosophy of continuous improvement. The 
EUM lifecycle consists of a self-assessment, 
strategic business plan, implementation 
of effective practices, development 
of performance measurements, and 
continuous reflection and adjustment to 
operations and management decision 

making. As part of the process, we will 
begin with the development of a strategic 
plan and establishment of performance 
measurements to link Utility wide decision 
making to tactical and operational actions. 

The transition to EUM is a long term 
commitment. It takes time to develop 
the process, gather interest, and gain 
an understanding of the benefits of 
performance measure management. Over 
time, the Utility will develop a balanced 
scorecard based on the ten EUM attributes 
to report performance measures on an 

interval basis. The performance measures 
will maintain an alignment to key strategic 
goals that can be realized throughout 
departments, while offering operations, 
management, and community stakeholders 
a clear line of sight to gauge achievement. 

The Utility has many measurements 
and reports to help explain “What has 
happened” or “Why did it happen”. As 
we work through the development and 
implementation of EUM the Utility will move 
to a more predictive role in understanding 
“What will happen” or “How can we make it 
happen”. The proven approach of EUM will 
help maximize the Utility’s resources and 
improve performance, while maintaining our 
mission and commitment to our employees, 
customers and community stakeholders.
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*million gallons per day

St. Johns County Utility employees are fully committed to their 
role as environmental stewards, and this is illustrated through 
the multiple programs and services we provide to the residents 
and visitors of our County. 

Section 1: Community

Service Area
St. Johns County Utility Department 

is comprised of one enterprise fund with 
two divisions, the Main and Ponte Vedra 
divisions. Both divisions provide water, 
wastewater, and reclaimed water services 
to distinct areas of the County. The Main 
Division has five service zones, and the Ponte 
Vedra Division is isolated in the northeast 
area of the County with three service zones. 
The Utility owns two additional utility 
systems – Fruit Cove Oaks and Bartram Oaks 
– that are considered small systems. Unless, 
specified, the statistics of both Divisions are 
combined to simplify the reporting process.

Combined, the systems operate:
• 8 Water Treatment Plants (31.4 

mgd* design capacity)

• 11 Wastewater Treatment Plants 
(13.2 mgd* design capacity)

• 347 Liftstations and 195 STEP Tanks

• 690 miles of Water Mains

• 610 miles of Sewer Mains

 

Statistics for FY 2016
• 42,363 Water Customers

• 33,630 Wastewater Customers

• 4.70 billion gallons of water delivered

• 2.23 billion gallons of 
wastewater treated

• $45.87 million in Water, Wastewater, 
and Reclaimed Water sales (unaudited)

• $24.81 million operating budget

• 158 Full Time Employees

 Environment
St. Johns County Utility employees 

are fully committed to their role as 
environmental stewards, and this is 
illustrated through the multiple programs 
and services we provide to the residents 
and visitors of our County. Our activities 
and programs provide environmental 
benefits, demonstrate strong resource 
stewardship, and support economic growth 
through many innovative approaches. 
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full time
employees

158

in annual Water, Wastewater  
and Reclaimed Water Sales

$46 million

Water Customers
42,363
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A recent example of this commitment is 
the development of residential reclaimed 
water systems throughout our service 
area. The Utility partnered with the St. 
Johns River Water Management District 
(SJRWMD) to help fund portions of our 
reclaimed water infrastructure, and this 
new reclaimed water system will help 
conserve our water supply and protect 
the environment, for years to come.

Another important step in the 
environmental protection process is 
performed by the St. Johns County 
Environmental Laboratory. The laboratory 
has 4 employees and conducts daily 
sampling requirements for the Utility’s water 
and wastewater facilities as required by 
the Florida Department of Environmental 
Protection and SJRWMD. Below is a 
summary of activities for the last three years.

Customer Service  
& Meter Division

Seventeen dedicated employees handle a 
wide range of customer issues/inquiries on 
a daily basis. Some of their services include, 
the maintenance of water, wastewater, 
reclaimed water, and oil/grease customer 
accounts, and the issuance of work orders 
for our Meter Department. The Meter 
Department has nine employees who 
manage service connections, customer 
requests, and leak detection assistance.

Technology and Innovation
Over the last few years, the Utility 

department has continued to invest in 
technology and automation. This investment 
is paying off in many ways. With our Smart 
Meter technology we can promote water 
conservation through customer education 
and leak detection programs, while removing 
the expense and liabilities involved in 
manual meter reading. Investments in SCADA 
(supervisory control and data acquisition) 
allow savings through greater automation 
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Customer Service Statistics

Services FY2016 FY2015 FY2014

Number of Accounts 42,363 40,868 39,818

Water Equivalent  
Residential Connections

60,804 59,171 58,576

Sewer Equivalent  
Residential Connections

50,405 48,985 48,389

Customer Transfers 10,539 11,420 11,239

Phone Calls Answered 64,252 64,349 58,814

New Service Connections 1,495 1,050 1,010

Outcalls 19,616 21,190 18,807

Billed Accounts 480,982 463,248 449,472

Payment Processing 476,250 462,464 440,458

Leak Adjustments 764 596 556

Late Notices 37,116 45,937 44,882

Non-Pay Disconnects 2,514 3,412 3,078

Laboratory Testing (Historical)

Year Samples  
Per Year

Parameters 
Analyzed Per Year

Total Samples 
Per Day

Turn Around 
Time

2016 9,714 18,462 26.6 1.83 Days

2015 9,521 17,414 26.1 1.77 Days

2014 9,311 17,647 25.5 1.78 Days

and reduced staffing levels at our treatment 
facilities. Finally, the Geographic Information 
Systems (GIS) division manages information 
and mapping for utility assets, primarily 
our water, sewer and reclaimed systems.

SCADA
As mentioned above, the SCADA 

system facilitates remote monitoring 
and control of equipment that operates 
with coded signals over communication 
channels. SCADA technology is found at 
all major facilities, allowing for remote 
operation and monitoring. There is a 
small group of well-trained specialists 
at the Utility that ensure the system is 
continually functional and are constantly 
improving the capabilities of the system, 
providing more operational independence 
and cost saving improvements. 

Geographic Systems Management (GIS)
The GIS Division integrates information 

technology into Department workflows and 
business processes to increase productivity 
and improve efficiency.  The division also 

manages an Asset Management System 
(AMS), otherwise known as Cityworks, 
to track and review assets, work orders, 
maintenance, service calls and expenses. 
The Utility has over $360,000,000 
invested in operational assets that are 
managed by the Cityworks program.

The Cityworks implementation 
significantly advanced technology at 
the Utility by improving performance 
and project completion. A cross-division 
work order system is now in place and 
used within the Lift Station, Distribution, 
Water, Wastewater, Reuse, SCADA and 
Warehouse divisions. The GIS division 
continues to support current operations 
while also developing new solutions.
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St. Johns County
Water & Wastewater
Utility Service Areas

St. Johns County Utility Department
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The County has 8 Water 
Treatment Plants that 

consistently supply 
high quality water to 
over 100,000 people.

Our major wastewater 
treatment facilities are 

permitted to provide public-
access reclaimed water. In FY 

2016, 43% of this highly treated 
effluent was reclaimed and 
redistributed for irrigation.

Monthly Service Bill Comparisons (2015-2016)
5,000 Gallons of Water and Wastewater

Water Wastewater Total

St. Johns County Main System $27.43 $36.60 $64.03

St. Johns County Ponte Vedra System $20.05 $34.22 $54.27

Other Utilities

Atlantic Beach (Inside City) $16.91 $36.66 $53.57

Clay County Utility Authority $16.65 $39.07 $55.72

Flagler Beach (Inside City) $46.75 $38.53 $85.28

Flagler Beach (Outside City) $69.43 $56.74 $126.17

Jacksonville Beach $28.20 $41.94 $70.14

JEA $19.10 $40.65 $59.75

Neptune $25.84 $63.84 $89.68

Palatka (Inside City) $23.37 $31.86 $55.23

Palatka (Outside City) $29.16 $39.83 $68.99

Palm Coast $36.95 $35.41 $72.36

St. Augustine (Inside City) $29.65 $39.57 $69.22

St. Augustine (Outside City) $36.76 $48.89 $85.65
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Financials
The St. Johns County Utility Department’s 

financial position remained strong 
throughout the year. Water and Wastewater 
sales increased, partially due to customer 
growth and below average rainfall. Annual 
operating expenditures increased, primarily 
due to the opening of the new Northwest 
Water Reclamation Facility and all debt 
service payments and financial requirements 
were met in fiscal year 2016. Our long term 
planning continues to focus on capital  
 

projects, fundability, and a commitment 
to the Utility’s financial strength.

Regional Rate Comparison
As this regional rate comparison chart 

indicates, the St. Johns County Utility 
Department’s rates continue to be both 
affordable, and competitive, when 
compared to neighboring Utilities. Our 
conservation rate structure, adopted in 2001, 
has successfully maintained our system 
and provided affordable service to our 
customers while rewarding conservation.

Operations
 Water Distribution System Maintenance

Crews from the “Lines and Taps” Division 
maintain 690 miles of water mains and 3,714 
fire hydrants in both the Main and Ponte 
Vedra Services Areas. A summary of historical 
repairs is depicted in the table below.

Sewer System Maintenance
The maintenance of our sewer system is 

divided among two groups, “Lift Stations” 
and “Lines and Taps Divisions”. Maintenance 
responsibility for both the Main and Ponte 

Section 2: Fundamentals

Historical Financial Comparison

Main System Ponte Vedra

Water Sold
(gallons in millions)

2016
(Unaudited)

2015 2014 2016
(Unaudited)

2015 2014

Residential 2,197.0 1,991.3 1,891.9 1,260.6 1,090.7 1,000.1

Non-Residential 348.0 322.2 315.4 253.0 186.7 200.6

Total 2,545.0 2,313.5 2,207.3 1,513.6 1,277.4 1,200.7

Operating Revenue
(dollars in thousands)

Water Revenue $16,531.6 $15,150.8 $14,444.5 $6,366.5 $5,602.4 $5,274.3

Wastewater Revenue $14,047.3 $12,346.4 $11,097.5 $5,307.1 $4,733.1 $4,319.8

Other Revenue $4,141.3 $2,479.3 $2,138.4 $243.9 $307.3 $228.5

Total $34,720.2 $29,976.5 $27,680.5 $11,917.5 $10,642.8 $9,822.6

Operating Expenses
(dollars in thousands)

Base Operations $6,498.4 $5,791.4 $5,996.2 $1,778.7 $1,832.0 $1,373.7

Field Operations $12,644.8 $12,194.7 $11,098.7 $3,458.2 $3,291.6 $3,475.1

Total $19,143.2 $17,986.1 $17,094.9 $5,236.9 $5,123.6 $4,848.8

*Some metrics may have changed from last year’s annual report due to a change in reporting on a calendar to fiscal year basis.
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Crews from the “Lines 
and Taps” Division 

maintain 690 miles of 
water mains and 3,714 

fire hydrants in both 
the Main and Ponte 

Vedra Services Areas.

The Utility Department 
has won four awards 

for the FSAWWA 
Region II – Best Tasting 
Drinking Water in 2003, 

2004, 2013 & 2016.

Water System Maintenance Activity

2016 2015 2014

Total Work Orders Completed 2,246 2,369 2,252

Utility Facility Maintenance Activity

2016 2015 2014

Total Work Orders Completed 2,979 3,410 2,609

Sewer System Maintenance Activity

2016 2015 2014

Total Work Orders Completed 8,369 8,357 7,629

Water Treatment Summary

2016 2015 2014

Water Treated:

Total (million gallons) 4,718.2 4,218.6 4,018.8

Average  
(million gallons per day, MGD)

12.93 11.56 11.01

Equivalent Residential Connections 
(ERCs)

60,804 59,270 58,719

Wastewater Treatment Summary

2016 2015 2014

Wastewater Treated:

Total (million gallons) 2,286.52 2,225.2 2,254.4

Average  
(million gallons per day, MGD)

6.3 6.1 6.2

Reclaimed Water Delivered  
(million gallons)

990.47 657.9 674.6

Dry Tons Bio-Solids Processed 923.8 1,181.4 n/a

St. Johns County Avg Rainfall (inches) 34.01 45.9 53.3
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Another way we protect the 
environment is through our Oil and 
Grease program. The program is 
managed by two individuals and 
works closely with our industrial and 
commercial customers. Their efforts 
help keep our wastewater system 
efficient and free of unnecessary 
contaminants, which could be 
passed on to our environment.

Oil & Grease Program

Vedra Services Areas includes 316 miles of 
gravity sewers, 242 miles of pressurized force 
mains, 13,544 sanitary sewer manholes, and 
344 sanitary pump stations. A summary of 
historical repairs are in the table below.

Utility Facility Maintenance
The maintenance of our water and 

wastewater facilities is also performed 
by, “Lift Stations” and “Lines and Taps 
Divisions”. Maintenance responsibility for 
both the Main and Ponte Vedra Services 
Areas includes eight (8) Water Treatment 
Plants and eleven (11) Wastewater 
Treatment Plants. A summary of historical 
repairs are in the table below.

Water Treatment
St. Johns County Utility Department is 

continually working to ensure the water 
we provide to over 100,000 customers is 
safe and reliable. The water treatment 
staff, supported by our Environmental 
Laboratory, works hard to ensure that 
the water delivered to your tap meets, or 
exceeds, all State and Federal regulations. 
The Utility Department has won four awards 

for the FSAWWA Region II – Best Tasting 
Drinking Water in 2003, 2004, 2013, and 2016. 
A staff of 15 State Certified WTP operators 
assure that our customers consistently 
receive high quality drinking water. 

Wastewater Treatment
Our Wastewater Treatment Facilities 

(WWTF) are responsible for removing debris, 
solid material and pollutants from the water 
entering the facility, and then filtering and 
disinfecting it before it is returned safely 
to water bodies or reclaimed customers.

St. Johns County Utility Department 
has eight major wastewater treatment 
facilities and three smaller neighborhood 
package plants. These facilities are 
managed by 24 State Certified operators. 
Our major wastewater treatment facilities 
are permitted to provide public-access 
reclaimed water. In FY 2016, forty three 
percent of this highly treated effluent was 
reclaimed and redistributed for irrigation.

Operations Summary
for FY 2016

107 full time utility 
maintenance staff
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Over the last five 
years, we have 
averaged over 
$12,900,000 a year in 
capital improvements 
to our system. 

Capital Investment
The Capital Improvements Program 

(CIP) consists of a group of professional 
and technical experts who collectively 
administer the planning, design and 
construction of all of the new infrastructure 
projects for our growing utility. In addition, 
this team also works closely with the 
Operations Division to design and manage 
the refurbishment, modification, and 
improvement of existing infrastructure. 
The life of a capital project from inception 
to completion includes several key 
activities and can span several years 
depending on funding, land acquisition, 
design, and permitting complexities. 

The CIP managers engage in long term 
planning throughout the year to monitor 
and prepare for required infrastructure 
improvements. Over the last five years, 
we have averaged over $12,900,000 a year 
in capital improvements to our system. 
Funding for CIP projects is appropriated 
from Utility capital reserves, system 
development charges and/or debt 
issuance. Capital reinvestment is vital 
to maintaining a reliable, redundant 
and robust Utility. Included is a list of 
recent capital improvement projects:

Section 3: Long Term Planning

Northwest Water
Reclamation Facility

The initial construction phase 
of the facility is 3 Million 
Gallons per Day (MGD) with 
the final build out of 6 MGD.
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2016 Major Projects

Project Title
Final Costs

Operational Date
Project Photo Project Details

Northwest Water 
Reclamation 

Facility 
-

$27,958,528
-

February 2016  

The Advanced Wastewater Treatment Facility was completed and 
put into operation February 2016. This plant is a 100% reuse facility 
providing reclaimed water to both residential and commercial interests 
in the Northwest portion of the County. The initial construction phase 
of the facility is 3 Million Gallons per Day (MGD) with the final build out 
of 6 MGD.

Anastasia Island 
Water Reclamation 

Facility 
Modifications

-
$1,976,869

-
September 2016  

Process modifications where made to the Advance Treatment Facility 
in 2010. Due to budget limitations at the time of bidding, several of 
the additive bid items for the project were not included in the final 
construction contract. This project added these items back into the 
treatment process which included the replacement of the four original 
RAS/WAS pumps along with accessories, piping, valves, and new 
variable frequency drives. 

Decommissioning 
of Northwest 

Master Lift Station 
-

$1,443,100
-

December 2016  

The NW MLS 0.5 million gallon (MG) ground storage tank and piping was 
decommissioned, cleaned, and converted to a reuse ground storage 
tank. A new pump station was constructed to serve as a duplex reuse 
booster pump station with a third pump for regular flushing of the new 
20-inch wastewater force main during initial years when low velocities 
are anticipated.

International 
Golf Parkway 

Reclaimed Water 
Main

-
$1,116,690

-
September 2016  

A 2.6 mile pipeline was constructed to transport one million gallons 
per day of reclaimed water to new customers along International Golf 
Parkway to just east of I-95. By providing reclaimed water from the 
Northwest Water Reclamation Facility, the effluent that could discharge 
to the St. Johns River will be reduced by 5,000 pounds of nitrogen 
per year. This project will also offset potable irrigation demand and 
conserve groundwater use for over 1,200 homes and commercial 
properties. 

Reclaimed Water 
Storage Tank at 
the SR 16 WRF

-
$1,116,690

 

A 1.0 million gallon ground storage tank was constructed at the SR 16 
Water Reclamation Facility (WRF) to store reclaimed water during wet 
weather, eliminating discharge to the adjacent wetlands.  To offset 
potable irrigation demand and conserve groundwater, the reclaimed 
water will be used for irrigation to over 850 homes and golf courses in 
the northwest service area. By providing reclaimed water from the SR 
16 WRF, the effluent that could discharge to Cowan Swamp, a tributary 
of Moultrie Creek, will be reduced by 5,000 pounds of nitrogen per year. 
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Section 4: Development Division
Development

The Development Division is a group of 
professional and technical experts that 
facilitate and manage infrastructure growth 
and changes within the Utility’s service area. 
One measure of Utility growth is the number 
of ‘Letters of Availability’ that are issued. 
Letters issued by the Utility offer a 90 day 
service commitment to the applicant and 
requests are continuously received. While not 
all letters result in actual construction, they 
are an important barometer in monitoring 
population projections, water supply 
management and overall economic activity.

Project Management
County development activity has greatly 

increased in the last few years. This activity 
can be seen in the number of ‘Active 
Construction’ projects. Each construction 
project represents a new development in 
our service area. These developments are 
the main driver for growth for the Utility and 
influence long term planning initiatives. The 
Development Division is proactively managed 
to adapt with the ever changing residential, 
commercial and industrial landscape. 
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Section 5: Water Resource Planning
This year, the SJCUD has started to 

implement projects outlined in the 
Integrated Water Resource Plan (completed 
Fall 2015).  The plan recommended 
several near-term (by 2020) components, 
such as continued emphasis on water 
conservation, Northwest wellfield expansion, 
interconnecting the Northwest and main 
water systems, increasing use of reclaimed 
water and securing supplemental supply. 

As the plan recommended, the Northwest 
wellfield is being expanded to include 
two new wells.  The permitting process 
is underway and construction is planned 
to start in summer 2017.  This wellfield 

is located in the fastest growing part of 
the County service area and is important 
for sustainable growth.  In addition, a 
blending station is almost complete to 
interconnect the Northwest and main 
water systems.  The blending station 
will help ease the pressure and demand 
at the CR214 wellfield, which has been 
experiencing an increase in chlorides. 

To offset potable water used for 
irrigation, new developments in proximity 
to infrastructure are required to use 
reclaimed water.  Three new reclaimed 
water tanks were completed this year to 
manage the demands and pressures in the 

system, and another tank is under design 
now.  To secure supplemental supply, two 
studies are currently being conducted to 
evaluate the feasibility of using stormwater 
to augment the reclaimed water supply. 

Just beyond the near-term planning 
period, the Northwest Water Treatment 
Plant will be expanded from three 
(3) to six (6) million gallons per day.  
Again, this infrastructure improvement 
is needed to sustain growth in that 
fast-growing area of the County.

This report can be found online at:
www.sjcfl.us/utilities/iwrp.aspx




