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When you think of Guam Waterworks Authority, you might just think about the drinking water 
that comes out of the faucet. Or you might think of the water that you wash your clothes and 
dishes with. Or perhaps thoughts of a soothing shower or relaxing bath come to mind. The 
truth is, GWA is more than just the water that comes out of the tap. The men and women of 
GWA plan and build the island’s water infrastructure making it future-proof, while removing 
or repairing the old and outdated water lines of another era. We collect and treat wastewater 
so that it stays off your streets and from natural waters such as our oceans, rivers and 
aquifers. We remain committed to be the guardians of our natural resources. We remain 
diligent as warriors working 24/7/365 keeping the water infrastructure working. And each of 
our 300+ workforce serves as your ambassadors to make Guam’s water system the safest, 
cleanest and most consistent it can be.

Guardians. Warriors. Ambassadors.
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CAPITAL
IMPROVEMENT
PROJECTS:
 STATUS REPORT

11

Investing in the future.
When it comes to planning, designing and executing GWA’s Capital Improvement Projects, we 
strive to utilize our resources to make sustainable, efficient and future-proof improvements. 
We are committed to continued improvements to our infrastructure island wide by applying a 
forward-thinking approach, adhering to our strategic vision and utilizing the most advanced 
technology available.

The social, environmental and economic benefits of continued investment into our water 
and wastewater system are immeasurable. From job creation to economic expansion to the 
preservation of our natural resources — GWA’s investments create a ripple effect that will be 
felt for years to come.

From upgrading and converting existing facilities, like the Yigo/Astumbo tanks, to 
groundbreaking new construction of the state-of-the-art Agat-Santa Rita Wastewater 
Treatment Plant, 2019 was a monumental year for GWA’s continuous improvement of the 
island’s water and wastewater systems for the benefit of the people of Guam.
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Felix Sablan, Construction Inspector III, reviews plans and scheduling for an upcoming Capital Improvement Project.
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Yigo/Astumbo
Reservoir Construction

$18.6M
2MG
TANK

• 2M GALLON TANK
• x2 YIGO
• x1 ASTUMBO

One 2-million gallon (MG) concrete tank was 
constructed to replace the existing Astumbo No. 1 
steel tank, and a new water transmission line was 
installed to connect the tank to a new water well along 
Chalan Koda.  In Yigo, the Yigo  No. 1 steel tank and 
the existing elevated tank were replaced by two 2MG 
concrete tanks, and a new Booster Pump Station was 
put into operation.

These improvements resulted in renewal and 
expansion of GWA’s water storage capacity and 
enhancement of the island’s water system resilience.

Total cost of the project was approximately $18.6M.
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Baza Gardens Cross-Island 
Sewer Conveyance Project

The construction of this water conveyance system 
moves wastewater received at the Baza Gardens 
Wastewater Treatment Plant (WWTP) to a new 
secondary treatment facility. This three-phase 
project included a new headworks facility to 
provide preliminary treatment before pumping, flow 
equalization to reduce peak transfer flow rates, three 
transfer pumping stations, odor control facilities 
and a conveyance pipeline consisting of force main 
and gravity sections.  By conveying all wastewater 
from this service area to the newly constructed Agat-
Santa Rita WWTP, GWA facilitated the conversion of 
the Baza Gardens WWTP to a pumping station and 
eliminated effluent discharges to the Togcha River.  
These system improvements resulted in improved 
water quality of the river and near shore marine 
environment in Ipan/Talofofo, improved compliance 
with both the National Pollution Discharge Elimination 
System (NPDES) and the Clean Water Act regulations, 
as well as expanded GWA’s wastewater collection 
system through the Route 17 corridor.

The total cost of the project was approximately $30M. 

$30.0M
• Construction of water 
conveynance system

• New headwork facility
• Flow equalization
• Three pumping stations
• Odor control facilities
• Conveyance pipeline
• Eliminated effluent 
discharges to the Togcha 
River

• Improved water quality of 
the river and near shore 
marine environment in Ipan/
Talofofo

• Improved compliance with 
NPDES and Clean Water 
Act regulations

• Expanded GWA’s 
wastewater collection 
system
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Water-Sewer Maintenance Worker Craig Paulino and Utility Trades Helper Edward Castro conduct CCTV inspections of 
sewer lines to detect and remove any potential blockage.
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Agat-Santa Rita WWTP:

The construction of this secondary wastewater 
treatment facility serving the villages of Agat and 
Santa Rita replaced the undersized and aging Agat 
Wastewater Treatment Plant and provided a new, 
expanded and advanced facility to meet Clean Water 
Act regulations.  The plant was designed for receiving 
current flows from the Baza Gardens/Talofofo 
service basins, and for future expansion of capacity 
to serve Naval Base Guam.  The improvements 
included a new headworks facility with odor control 
system, equalization storage to address peak flows 
without interrupting the treatment process, new 
secondary treatment oxidation ditches, secondary 
clarifiers and solids handling and treatment facilities 
(including gravity belt thickeners, aerobic digesters, 
centrifuges and sludge pumping stations).  Additional 
on-site facilities include an administration building 
with process control room and laboratory, vehicle 
maintenance and tool storage building and an 
emergency power station.

This project resulted in improved water quality to 
marine waters off of Tipalao Bay and compliance 
with NDPES / Clean Water Act regulations, as well as 
expanded and enhanced GWA’s wastewater treatment 
capabilities in southwestern Guam.

The total cost of this project was approximately $69M.

$69.0M
• Secondary wastewater 
treatment facility

• Serves villages of Agat and 
Santa Rita

• Replaces undersized and 
aging Agat wastewater 
treatment plant

• Meets Clean Water Act 
regulations

• Receives flows from Baza 
Gardens / Talofofo service 
basins

• Future expansion capacity 
to serve Naval Base Guam

• Addresses peak flows 
without interrupting the 
treatment process

• Includes process control 
room and laboratory, 
vehicle maintenance and 
tool storage

• Emergency power station
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Benbenido Barcinas, Sewer Plant Supervisor, and Utility Trades Helper Kyle Taitingfong perform maintenance on UV 
disinfection equipment at the Agat-Santa Rita Wastewater treatment Plant.
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LEVELS OF
SERVICE (LOS)
RECAP
 STATUS REPORT

As part of its Water Resources Master Plan, GWA developed the framework to effectively define 
and communicate the Levels of Service (LOS) they intend to provide to their customers and 
stakeholders.  GWA’s executive management team developed the LOS focusing on four areas 
of performance, including:

• Mission Accomplishment
• Customer Service
• Financial
• Employee

By defining key performance indicators for each LOS, GWA’s executive team can best 
establish priorities to guide decision making, identify critical assets to service delivery and set 
parameters for improvement based on past performance.  

25
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WASTEWATER
SYSTEM SPILLS

LOS#2:
TARGET ACTUAL

FY 2019LEVEL OF SERVICE (LOS) #1-12:

HOW
DID WE

MEASURE?

Compliance with USEPA drinking water standards.

💯

DRINKING WATER QUALITY
LOS#1:

TARGET:
NO VIOLATIONS

ACTUAL:
MET OR EXCEEDED

ALL USEPA STANDARDS
WITH NO VIOLATIONS
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LOS#3:

99%

Collection Rate

TARGET ACTUAL

$111.9M
$112.3M

100%

BILLED

COLLECTED

LOS#4:
DAYS RECEIVABLE OUTSTANDING

30
DAYS

TARGET ACTUAL

DAYS

54

TOTAL REVENUE & COLLECTIONS

LOS#5:
IMPROVE CUSTOMER SERVICE WAIT TIMES TO 

REGISTER ISSUES / CONCERNS AT GWA OFFICES

*Both averages are for all three service locations.

ACTUAL
SERVICE TIMEACTUAL AVG.

WAIT TIME 10
mins.

mins.8 TARGET AVERAGE
WAIT TIMEmins.

11
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LOS#6:

ENSURE A SAFE WORK 
ENVIRONMENT

LOS#7:

ACTUAL CLAIMS

0
TARGET CLAIMS

Lost time due to accidents in the workplace.

CAPITAL IMPROVEMENT PROJECTS
EXECUTION SCHEDULE

$748,114,106
Approved Project Costs:

Total Encumbrances & Expenditures:

YIGO

DEDEDO

TALOFOFO

BAZA GARDEN 
CROSS ISLAND 

AGAT

SANTA RITA
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t
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n
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80%

92%

100%

$686,018,886

CUSTOMER COMPLAINT 
RESPONSE

LOS#8:
% of time a customer response is within 8 hours.

TARGET
75%

ACTUAL
74%



32 33

LOS#9:
DISTRIBUTION SYSTEM 
INTEGRITY 
% of water that is lost.

TOTAL SUPPLIED:
13,860.92 MG

REAL LOSS: 4,419.89 MG

Long-Term Loss
TARGET

20% 32%

Long-Term Loss
ACTUAL

Did you know?
When fats, oils and grease (FOG) go down the drain, it causes 
clogged pipes, creates odors and can cause sewer backups.  
In 2019 alone, GWA crews responded to more than 150 work 
orders related to FOG, resulting in nearly $28,000 in repair 
costs.

The start of a blocked pipe begins when grease and solids, 
such as food particles, begin to collect on the top and sides 
of the pipe interior.  This build-up increases over time when 
grease and other debris are washed down the drain.  Excessive 
accumulation will restrict the flow of wastewater and can result 
in a sanitary sewer overflow, spilling sewage onto the street,  or 
even causing a sewage backup in homes.

GWA continuously urges its customers 
“DON’T CLOG WITH FOG” and 

encourages four simple steps to reduce 
complications due to FOG.

WIPE IT.

TOSS IT.

CATCH IT.

POUR IT.

LOS#10:
CRITICAL ASSET RELIABILITY (WTPs, 
WWTPs, Pump Stations & Wells)
% of time production requirements are met.

Water
Pumps

95%
ACTUAL

Wastewater
Pumps

84%
ACTUAL

Wells

87%
ACTUAL

Wastewater
Treatment

100%
ACTUAL

Water
Treatment

100%
ACTUAL

100%
PERFORMANCE

TARGET FOR
EACH CATEGORY
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Customer Service Representative Christine Castro assists a customer via phone, one of more than 60,000 phone calls received 
by the Customer Service Division throughout the year.
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LOS#11:
SEPTIC TANK ELIMINATION 
(SEWER HOOK-UP PROGRAM)

DID YOU KNOW?
For 70% of GWA customers, wastewater from 
their houses and businesses is sent to treatment 
plants where it is properly treated and disposed.  
The remaining 30% of customers utilize cesspool 
or septic tank systems, which discharge into the 
ground. This can cause harmful contaminants to 
infiltrate our water supply.

To protect Guam’s primary source of drinking 
water, the Northern Guam Lens Aquifer, GWA has 
launched the Cesspool/Septic System Reduction 
Program.  This initiative will construct sewer mains 
to allow customers using cesspools or septic tanks 
to connect to the public sewer system, rather than 
discharge waste to the Aquifer.

The program will:
•Eliminate use of 48 cesspool/septic tanks per year
•Prioritize areas for sewer main construction based on 
water well quality

•Evaluate options to address affordability and potential 
financing to homeowners to help decrease the impacts of 
the connection costs.

GWA will construct the new sewer mains and 
customers are responsible for the cost of connecting 
to them.  GWA has a sewer loan revolving fund to 
assist customers with the cost of sewer connections 
and is pursuing additional sources for the fund.

ELIMINATE CESSPOOLS 
OR SEPTIC TANKS

48
PER YEAR

CUSTOMERS WHO STILL USE 
CESSPOOL OR SEPTIC TANK SYSTEMS 

WHICH DISCHARGE INTO THE GROUND

30%
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LOS#12:
INTEGRATION OF GWA / DoD ONE 
GUAM PARTNERSHIP
Number of GWA facilities interoperable with DoD.

TARGET: APPROXIMATELY  10
ACTUAL:   3

DoDGWA

One of the most recent additions to the Levels of 
Service is the interoperability of GWA and DoD 
utility system facilities.  The GWA operation of 
the DoD Tumon Maui Well was a proof-of-concept 
for the One Guam Water initiative and has been 
successfully licensed for several years beyond the 
initial one-year trial period. 

GWA has pursued and advanced other 
interoperability initiatives (e.g., the Mount Santa 
Rosa Reservoir Inter-tie with AAFB), however DoD 
has not authorized final execution as of yet.  GWA 
still struggles with proving reliability and resilience 
of our water system, despite significant recent 
improvements.
  
Moving forward, GWA and DoD are revising the 
“framework” for interoperability, and progress 
on new goals/projects can be used to track this 
performance item.
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Michael Diego, Wastewater Maintenance Mechanic II, Zack Halmi, Wastewater Maintenance Mechanic II and Jeffrey 
Babauta, Utility Trades Helper, work together to repair a centrifuge at the Hagatna Wastewater Treatment Plant.
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FINANCIAL
AUDIT:

As guardians of Guam’s most precious natural resource, GWA understands the importance 
of fulfilling its mission to provide reliable and sustainable water and wastewater services to 
its ratepayers.  As a public utility, we also understand it is vital to maintain public trust by 
practicing fiscal conscientiousness and diligence.
 
Each year, GWA undergoes an independent, unbiased audit to ensure this transparency for our 
ratepayers and stakeholders.  The following section comprises this audit, as well as FY2019 
Operating Results, Debt Service Coverage Ratios and more.

43
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Utility Storekeeper I Jesse Newby tracks and records asset inventory at the GWA Warehouse in Upper Tumon.
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Water Distribution team members perform excavation to locate six-inch waterline and install a pressure reducing valve 
(PRV) vault.
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Leo Paulino, Water Meter Maintenance and Repair Worker, notates results at the meter testing bench, where more than 200 
meters are tested each month.

Brian Arceo, Water Meter Maintenance and Repair Supervisor, oversees the meter testing program, which is essential for GWA 
to maintain meter accuracy throughout the network.

As Source Control Manager, Melissa Schaible reviews and suggests GWA policies to ensure the Authority is in compliance with 
all local and federal regulations.
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As part of the Instrumentation and Electrical Sections, Plant Instrument Technician I Rodel Sampaga assists with 
maintenance of all instrumentation components throughout GWA’s water and wastewater systems.
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Biologist N’tasha Perez selects a sample as part of GWA’s water quality testing, which analyzes samples from more than 
200 locations throughout the water system each month.
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Frances Herrero, Customer Service Representative, reviews and actions a residential customer service request, from one 
of GWA’s 42,000 ratepayers.
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Jude Chaco, Heavy Equipment Mechanic I, inspects a vehicle for preventative maintenance at Facility Maintenance and 
Equipment Services in Upper Tumon.
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Operating Results

Water Sales Revenue

2015 2016 2017 2018 2019

$5
8.

9M
$6

6.
3M

$6
6.

1M
$6

8.
7M

$7
0.

4M

Wastewater Revenue

2015 2016 2017 2018 2019

$3
3.

3M
$3

8.
2M

$3
8.

2M
$3

9.
4M

$4
0.

8M

2015 2016 2017 2018 2019

Operating Expenses

$5
3.

4M
$5

2.
6M

$5
6.

1M
$6

2.
9M

$6
5.

4M

Water Purchases

$5.09M
$6.37M

$7.30M
$8.68M

$6.28M

💧

Contractual

$2.79M
$4.11M $4.09M $5.04M

$5.95M
��

Avg. Revenue: $104.65M

*Fiscal years ended September 30

Power Purchases

$14.02M

$11.22M
$12.07M

$14.68M
$16.15M

💡
Salaries and Wages

$19.72M

$18.56M
$19.54M $19.92M

$22.14M

��

Retiree and Healthcare

$2.90M
$2.76M $2.78M $2.85M $2.86M

�🏥
Administrative and General

$8.83M
$9.61M

$10.30M $11.74M $12.06M
🤝💻

Avg. Expense: $58.09M

Debt Service Coverage Ratios
*Fiscal years ended September 30

For Fiscal Years 2015-2019

2015 2016 2017 2018 2019



122 123

2019

$13.735M $798K

2016

$14.219M $753K

2015

$582K$14.418M

2017 $718K$14.046M

2018

$738K$13.803M

$6.037M $8.496M

$5.759M $9.214M
$9.145M$5.855M

$9.052M$5.712M
$8.507M$6.034M

USES

SOURCES AUTHORITY PRODUCTION

NAVY PURCHASES

BILLED WATER

NON-REVENUE WATER

2019

2016
2015

2017
2018

Sources and Uses
*Fiscal years ended September 30

Data on collection of 
payments from customers

*Fiscal years ended September 30

2019

$112,334,357

$111,871,429

CASH RECEIVED

TOTAL REVENUES

$106,626,761

$108,667,006

CASH RECEIVED

TOTAL REVENUES

$103,127,811

$104,813,914

CASH RECEIVED

TOTAL REVENUES

$107,244,584

$104,968,717

CASH RECEIVED

TOTAL REVENUES

$91,084,696

$92,930,050

CASH RECEIVED

TOTAL REVENUES

2018 2017 2016 2015

Largest Water and 
Wastewater Customers

SLG
OGR

PAC

GPA

HYA

HIL

DOE
TAN

MDI

PIC

1. PACIFIC ISLANDS CLUB (PIC) $1.95M
2. MDI GUAM CORP / LEO PALACE (MDI) $1.88M
3. TANOTA DEVELOPMENT LLC (TAN) $1.644M
4. DEPARTMENT OF EDUCTION (DOE) $1.54M
5. HOTELS OF THE MARIANAS / HILTON (HIL) $997K
6. HYATT RESORT GUAM (HYA) $847K
7. GUAM POWER AUTHORITY (GPA) $693K
8. PACIFIC STAR RESORT & SPA (PAC) $673K
9. OUTRIGGER GUAM RESORT (OGR) $619K
10. SHERATON LAGUNA GUAM RESORT (SLG) $615K

TOP 10 WATER 
CUSTOMERS
TOP TEN GROSS WATER REVENUE $11,457,417 (16.4%)
ANNUAL GROSS WATER REVENUE $70,369,101 (100%)

2.8%

2.7%

2.3%

2.2%

1.4%

1.2%

1.0%

1.0%

0.9%

0.9%

1. US AIR FORCE DOD (USAF) $3.10M
2. US NAVY DOD (USN) $3.05M
3. TANOTA DEVELOPMENT LLC (TAN) $1.76M
4. HOTELS OF THE MARIANAS / HILTON (HIL) $1.07M
5. DEPARTMENT OF EDUCATION (DOE) $920K
6. HYATT RESORT GUAM (HYA) $907K
7. PACIFIC ISLANDS CLUB (PIC) $848K
8. PACIFIC STAR RESORT & SPA (PAC) $718K
9. MDI GUAM CORP / LEO PALACE (MDI) $717K
10. OUTRIGGER GUAM RESORT (OGR) $664K 

TOP 10 WASTEWATER
CUSTOMERSOGR

MDI
PAC

PIC

HYA

DOE

HIL

TAN

USN

USAF TOP 10 GROSS WASTEWATER REVENUE $13,755,316 (33.8%)
ANNUAL GROSS WASTEWATER REVENUE $40,823,307 (100%)

7.6%

7.5%

4.3%

2.6%

2.3%

2.2%

2.1%

1.8%

1.8%
1.6%

*Fiscal year ended September 30, 2019
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New Water and Sewer Installations

🏡 🏨 🏢🌴
2019

2018

2017

2016

2015

252
73

0
0

0
0

2
0

288
75

0
0

0
0

2
0

252
69

0
0

0
0

2
1

440
133

0
0

0
0

3
1

306
110

0
0

0
0

3
3

RESIDENTIAL IRRIGATION HOTEL GOVERNMENT

*Fiscal years ended September 30

🐄🏛 🏪 ⛳
0

0
24

8
0

0
4

0

0
0

23
6

0
0

2
0

0
0

53
9

0
0

3
0

0
0

51
14

0
0

12
0

0
0

34
5

0
0

7
0

NEW WATER
INSTALLATION

NEW WASTEWATER
INSTALLATION

FEDERAL COMMERCIAL GOLF COURSE AGRICULTURAL TOTAL

282
81

315
81

310
79

508
148

350
118
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As part of ongoing compliance with USEPA standards, Theresa Hecita, Lab Tech III performs tests to ensure GWA’s 
drinking water is clean and safe for consumption.
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