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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while removing or repairing the old and outdated water lines 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 aquifer. 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 approximately 370 employees serves as your ambassador 
to ensure your needs are addressed and your water system is 
the safest, cleanest and most reliable 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 investments. 
We are committed to continued enhancements 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 Northern Sewer Interceptor to 
groundbreaking new construction of the Northern District Wastewater Treatment Plant 
Secondary Treatment Upgrades, 2020 and 2021 were monumental years 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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Frank Sablan, Pumping Station Supervisor, leads ongoing sewer cleaning in a mobile closed-circuit television (CCTV) 
trailer unit. Through CCTV technology, GWA is able to better manage and prioritize sewer rehabilitation projects.
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Northern District 
Interceptor Sewer 
Rehabilitation

The Northern Interceptor Sewer infrastructure 
conveys wastewater from the northern part of Guam, 
was in service for nearly 40 years, and experienced 
failures which caused performance issues and 
infiltration of stormwater into GWA’s collection 
system.

This Capital Improvement Project rehabilitated the 
sewer trunk line from Andersen Air Force Base to the 
upgraded Northern District Wastewater Treatment 
Plant, and provided connection to the new Marine 
Corps Base, Camp Blaz.  In all, more than 140 
manholes and eight miles of 18- to 42-inch sewer lines 
were rehabilitated, restoring the structural integrity 
of the sewer system to reduce stormwater infiltration 
and protect the Northern Guam Lens Aquifer.

This improvement significantly reduces costs by no 
longer requiring all stormwater to be treated at the 
Northern District Wastewater Treatment Plant.  The 
rehabilitation extends the interceptor sewer’s life for at 
least 50 years, significantly reduces
maintenance costs and will support Guam’s expected
population growth for years to come.

$24.9
MILLION
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Northern District 
Wastewater Treatment 
Plant - Secondary 
Treatment Upgrades

The Northern District Wastewater Treatment Plant was 
originally constructed in 1979.  The plant’s upgrades 
ensure that is it fully compliant with the United States 
Environmental Protection Agency’s National Pollutant 
Discharge Elimination System permit.  The upgrades 
also expand the plant’s capacity for the Northern 
District service basin, which includes Tumon and the 
new Marine Corps Base.  The upgrade project started in 
2019 and marks the largest capital improvement project 
in GWA history.

Ultraviolet disinfection technology and the installation 
of a new outfall diffuser will also improve the quality of 
treated effluent to the Philippine Sea, reducing impacts 
to coral reefs and protecting natural resources vital to 
Guam’s economy. During normal operations, the plant 
treats approximately four million gallons a day (MGD), 
but has the capacity to treat average daily flows of up 
to 9 MGD and up to 30 MGD of peak hourly flow during 
wet weather conditions. 

Additional improvements were made to the septage 
receiving station, solids processing, and on-site 
administrative and laboratory facilities for GWA 
operators. 

$140.1
MILLION
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Sewer Plant Operator II Tommy Siguenza monitors multiple systems in the control room at the Agat-Santa Rita Wastewater 
Treatment Plant.
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Northern District 
Wastewater Treatment 
Plant - Outfall Diffuser

While the previous outfall pipe discharged effluent in 
a single location, the installation of the new diffuser 
included multiple ports that discharge effluent over 
a larger area to decrease impacts on the receiving 
environment. 

The diffuser pipes were installed 140 feet below 
sea level and approximately 2,000 feet from shore. 
Highly specialized divers installed the pipes and used 
articulated concrete block mats to secure the pipes to 
the ocean floor.  The diffuser installation meets USEPA 
permitting requirements by minimizing the impact on 
the environmental area and maximizing the natural 
and recreational value of the area.

To minimize effluent to the old outfall during the 
installation, a portion of the raw wastewater flow that 
usually goes to the Northern District Wastewater 
Treatment Plant was diverted to the Hagatna 
Wastewater Treatment Plant. The work involved 
coordination with Guam EPA, which required 
recreational safety bacteriological shoreline sampling 
and reporting during the construction project, as well 
as ensuring the project was completed before coral 
spawning season.

$7.4M
MILLION
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Umatac-Merizo Wastewater 
Treatment Plant

The Umatac-Merizo Wastewater Treatment Plant 
upgrades significantly improved wastewater treatment 
in Guam’s southern villages.  In the past, heavy rains 
would cause stormwater to overwhelm the pumps, 
causing untreated sewage releases to the ocean.
The plant can now treat, and is permitted for, 
wastewater flows of 0.4 MGD during dry weather.  The 
plant can handle up to 1.7 MGD during rainy weather 
conditions.  Improvements included pump station 
upgrades, electrical system and controls upgrades, 
and a new ultraviolet disinfection system.  In addition 
to improved service for GWA customers, the plant’s 
upgrades increase protection of the Toguan River and 
marine environment.  Treated effluent is sent to a new 
flow equalization tank and new irrigation terraces.  
The tank and terrace system reduce treated and 
disinfected effluent discharges to the Toguan River to 
only occasional events during rainy season. 

$21
MILLION
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E1 Launch

With its current Enterprise Resource Planning (ERP) 
system nearing end-of-life, GWA was eager to find 
a new solution to reliably accommodate growth 
and system renewals and enhance efficiency. JDE 
EnterpriseOne on the Oracle Cloud infrastructure 
was selected and implementation took place over the 
course of 12 months.

The system, internally nicknamed “E1” helped 
to streamline, automate and integrate end-to-end 
business processes to better manage our water and 
wastewater systems.  After extensive communication, 
preparation and training, E1 eliminated the need 
for manual work arounds, and its use by GWA’s 
approximately 370 employees across finance, 
warehousing/supply chain, field operations, HR 
and asset management will help to provide a digital 
foundation that will continue to foster future growth 
and innovation.

$2.1
MILLION
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Water/Sewer Maintenance Worker I David Camaddu performs routine maintenance on one of GWA’s more than 100 
groundwater wells, which pump an average of 36-38 million gallons daily.
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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



30 31

FY 2020-21LEVEL OF SERVICE (LOS) #1-13:

HOW
DID WE

MEASURE?

Compliance with USEPA drinking water standards.

💯

DRINKING WATER QUALITY
LOS#1:

TARGET:
NO VIOLATIONS

ACTUAL 2020 & 2021:
MET OR EXCEEDED

ALL USEPA STANDARDS
WITH NO VIOLATIONS

LOS#2:
Wastewater Effluent Discharges
Compliance with USEPA requirements for wastewater effluent discharges 
from treatment plants during non-storm periods.

TARGET:
NO VIOLATIONS

ACTUAL 2020:
50% COMPLIANT

ACTUAL 2021:
50% COMPLIANT

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.
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LOS#5:
DAYS RECEIVABLE OUTSTANDING

30
DAYS

TARGET ACTUAL 2020

DAYS

47
LOS#4:

TOTAL REVENUE & COLLECTIONS

LOS#6:
IMPROVE CUSTOMER SERVICE WAIT TIMES TO 

REGISTER ISSUES / CONCERNS AT GWA OFFICES

*Both averages are for all three service locations.

ACTUAL
2021ACTUAL

2020
mins.

mins.
TARGET AVERAGE
WAIT TIME

8
mins.

WASTEWATER
SYSTEM SPILLS

LOS#3:

TARGET ACTUAL’20

46
ACTUAL’21

38

99%
TARGET ACTUAL 2020 & 2021

99%

ACTUAL 2021

DAYS

43

6 7
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LOS#7:

ENSURE A SAFE WORK 
ENVIRONMENT

LOS#8:

ACTUAL CLAIMS 
2020+2021

0
TARGET CLAIMS

Lost time due to accidents in the workplace.

CAPITAL IMPROVEMENT PROJECTS
EXECUTION SCHEDULE

INTERCEPTOR SEWER

NDWWTP

Ac
tu

al
20

21

Ac
tu

al
20

20

Ta
rg

et

80%

75%
72%

CUSTOMER COMPLAINT 
RESPONSE

LOS#9:
% of time a customer response is within 8 hours.

TARGET
75%

ACTUAL
50%

ACTUAL
66%

2020 2021

NDWWTP OUTFALL 
DIFFUSER

E-1 UPPER
TUMON OFFICE

UMATAC-MERIZO
WWTP

E-1
FADIAN OFFICE
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LOS#10:
DISTRIBUTION SYSTEM 
INTEGRITY 
% of water that is lost.

TOTAL SUPPLIED:
14,262 MG†

REAL LOSS: 8,672 MG†

Long-Term Loss
TARGET

20% 38%

Loss
ACTUAL

2020

LOS#11:
CRITICAL ASSET RELIABILITY (WTPs, 
WWTPs, Pump Stations & Wells)
% of time production requirements are met.

Short-Term Loss
TARGET

40% 60%

Loss
ACTUAL

2021

20
20

Water
Pumps

Wastewater
Pumps

WellsWastewater
Treatment

Water
Treatment

97%
ACTUAL

90.3%
ACTUAL

86%
ACTUAL

100%
ACTUAL

100%
ACTUAL

100%

TARGET

100%

TARGET

100%

TARGET

100%

TARGET

100%

TARGET

20
21

94.5%
ACTUAL

90%
ACTUAL

79%
ACTUAL

90%
ACTUAL

100%
ACTUAL

*

*Adjusted based on estimated 
impact of faulty meters

†FY2021

Performance levels for 2021 reflect impacts of Cost Containment and deferred maintenance required due to revenue impacts 
resulting from the global pandemic.
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Sasha Flores, Utility Trades Helper & Charles Ramos, Customer Service Supervisor perform a reconnection in Chamorro Village.
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LOS#12:
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
TARGET PER YEAR

CUSTOMERS WHO STILL USE 
CESSPOOL OR SEPTIC TANK SYSTEMS 

WHICH DISCHARGE INTO THE GROUND

30%0
2020

ACTUAL

1
2021

ACTUAL

48
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LOS#13:
INTEGRATION OF GWA / DoD ONE 
GUAM PARTNERSHIP
Number of GWA facilities interoperable with DoD.

TARGET: APPROXIMATELY  10
2020 ACTUAL:   3
2021 ACTUAL : 4

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.
  
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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Senior Engineer Ernesto ‘Ernie’ Villarin reviews plans for an upcoming Capital Improvement Project.
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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 FY2020 & 
2021 Operating Results, Debt Service Coverage Ratios and more.

47
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Utility Trades Helper Ryan Burgos of GWA’s Deep Well Maintenance section disassembles a 500-ft deep pump discharge 
pipe column, one 25-ft pipe length at a time, releasing pristine groundwater in the process.  The rest of the crew stand 
back to avoid the splash.
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Customer Service Representative Marjorie Esguerra assists a customer via the new online customer portal, one of the many 
ways GWA turned to digital technology to service customers remotely.
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Frankie Manglona of the Water Systems Control Center, along with members of the Dispatch Division, monitors and directs system 
adjustments and responses to trouble calls 24/7/365. These Guardians are always on duty, protecting our systems for the people of Guam.
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Utility Storekeeper I Jerry Camacho helps unload a supply delivery at the GWA Warehouse in Upper Tumon.
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Lionel Chargualaf (green hat) of the Court Order unit work to hydro-excavate around delicate telecommunication utilities 
so Marcus Guerrero, Joseph Chargualaf and Keoni Duenas of GWA’s Pressure Line Unit can make repairs to a leaking 
water distribution line without damage or disruption to communications services.
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Accountant I Justin Castro refills his water bottle at one of the many refilling stations throughout the Fadian office.
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🐄

RESIDENTIAL

IRRIGATION

HOTEL

GOVERNMENT

FEDERAL

GOLF COURSE

AGRICULTURAL

$11,543

($64,734)

FY2020

FY2021

⛳ $29,987

($3,176)

FY2020

FY2021

🏛
($5,116)

$5,776

FY2020

FY2021

🌴
$2,592

($13,741)

FY2020

FY2021

🏡
$2.80M

$1.38M

FY2020

FY2021

COMMERCIAL
🏪

FY2020

FY2021

($1.29M)

($1.91M)

🏢
FY2020

FY2021

($363,908)

($450,334)

🏨 ($8.91M)

FY2020
($4.62M)

FY2020

FY2021

($1.17M)

($1.90M)

FY2020

FY2021

($385,638)

($343,181)

FY2020
($3.82M)

($7.76M)

FY2020

FY2021

($485,323)

($1.09M)

$43,191

$151,764

FY2020

FY2021

WATER REVENUE

$0

($0)

FY2020

FY2021

WASTEWATER REVENUE TOTAL REVENUE

$11,543
($64,736)

FY2020

FY2021

$0

($0)

FY2020

FY2021

$29,987
($3,176)

FY2020

FY2021

$0

($0)

FY2020

FY2021

IM
PA

CT
 O

F 
CO

V
ID

 O
N

 G
W

A
 R

EV
EN

U
ES

FY2021 FY2021

($490,439)
($1.09M)

FY2020

FY2021

($749,546)
($793,515)

FY2020

FY2021

($2.46M)
($3.82M)

FY2020

FY2021

$2,592
($13,741)

FY2020

FY2021

$2.85M
$1.54M

FY2020

FY2021

($8.45M)
($16.68M)

FY2020

FY2021

TOTAL REVENUE IMPACT  2020 ($9.260M) / 2021 ($20.933M)
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Operating Results

Water Sales Revenue

2017 2018 2019 2020 2021

$6
6.

1M
$6

8.
7M

$7
0.

3M
$6

8.
3M

$6
7.

0M

Wastewater Revenue

2017 2018 2019 2020 2021

$3
8.

2M
$3

9.
4M

$4
0.

8M
$3

5.
5M

$3
2.

5M

2017 2018 2019 2020 2021

Operating Expenses

$5
6.

1M
$6

2.
9M

$6
5.

4M
$6

0.
4M

$5
8.

9M

Water Purchases

$7.30M

$8.68M

$6.27M
$5.55M

$6.61M

💧

Contractual

$4.08M
$5.03M

$5.94M

$4.43M $4.24M


�

Avg. Revenue: $104.65M

*Fiscal years ended September 30

Power Purchases

$12.07M

$14.68M

$16.15M

$14.11M
$12.50M

💡
Salaries and Wages

$19.54M $19.92M
$22.13M

$23.16M
$22.80M


�

Retiree and Healthcare

$2.78M
$2.85M $2.85M

$2.55M $2.52M

�🏥
Administrative and General

$10.30M

$11.74M

$12.06M

$10.67M

$10.26M

🤝💻

Avg. Expense: $60.78M

Debt Service Coverage Ratios
*Fiscal years ended September 30

For Fiscal Years 2017-2021

2017 2018 2019 2020 2021
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2021

14,046 MGal 718 MGal

2018

14,393 MGal 554 MGal

2017

578 MGal14,030 MGal

2019 582 MGal14,418 MGal

2020

753 MGal14,219 MGal

5,712 MGal 9,052 MGal

5,758 MGal 9,189 MGal
9,268 MGal5,340 MGal

9,145 MGal5,855 MGal
9,213 MGal5,759 MGal

USES

SOURCES AUTHORITY PRODUCTION

NAVY PURCHASES

BILLED WATER

NON-REVENUE WATER

2021

2018
2017

2019
2020

Sources and Uses
*Fiscal years ended September 30

Data on collection of 
payments from customers

*Fiscal years ended September 30

2021

$98,274,136

$100,067,436

CASH RECEIVED

TOTAL REVENUES

$105,523,684

$104,539,205

CASH RECEIVED

TOTAL REVENUES

$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

2020 2019 2018 2017

Largest Water and 
Wastewater Customers

1. DEPARTMENT OF EDUCATION $2.35M / 3.5%
2. GUAM POWER AUTHORITY $1.35M / 2.0%
3. PACIFIC ISLANDS CLUB $754K / 1.4%
4. MDI GUAM CORPORATION (LEO PALACE) $754K / 1.1%
5. ONWARD BEACH RESORT GUAM $725K / 1.1%
6. HOTELS OF THE MARIANAS / HILTON HOTEL $615K / 0.9%
7. OUTRIGGER GUAM RESORT $500K / 0.7%
8. GOODWIND DEVELOPMENT CORP $483K / 0.7%
9. HYATT REGENCY GUAM $464K / 0.7%
10. DEPARTMENT OF CORRECTIONS$463K / 0.7%

TOP 10 WATER 
CUSTOMERS - 2021
TOP TEN GROSS WATER REVENUE $8,679,760
AVERAGE MONTHLY TOTAL $723,313

1. US AIR FORCE DOD (USAF) $4.68M / 14.4%
2. US NAVY DOD (USN) $1.44M / 4.4%
3. DEPARTMENT OF EDUCATION $1.04M / 4.3%
4. GUAM POWER AUTHORITY $819K / 2.5%
5. HOTELS OF THE MARIANAS / HILTON HOTEL $653K / 2.0%
6. PACIFIC ISLANDS CLUB  $596K / 1.8%
7. OUTRIGGER GUAM RESORT $542K / 1.7%
8. GOODWIND DEVELOPMENT CORP $509K / 1.6%
9. HYATT REGENCY GUAM $494K / 1.5%
10. THE WESTIN RESORT GUAM $461K / 1.4%

TOP 10 WASTEWATER
CUSTOMERS - 2021
TOP 10 GROSS WASTEWATER REVENUE $11,606,600
AVERAGE MONTHLY TOTAL $967,217

*Fiscal year ended September 30, 2019

12.9%

87.1%

Top Ten

All Others

35.7%

64.3%

Top Ten

All Others
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New Water and Sewer Installations

🏡 🏨 🏢🌴
2021

2020

2019

2018

2017

310
65

0
0

0
0

0
0

223
63

0
0

0
0

1
0

252
73

0
0

0
0

2
0

288
75

0
0

0
0

2
0

252
69

0
0

0
0

2
1

RESIDENTIAL IRRIGATION HOTEL GOVERNMENT

*Fiscal years ended September 30

🐄🏛 🏪 ⛳
0

0
7

4
0

0
3

0

0
0

5
2

0
0

0
0

0
0

24
8

0
0

4
0

0
0

23
0

0
0

2
0

0
0

53
9

0
0

3
0

NEW WATER
INSTALLATION

NEW WASTEWATER
INSTALLATION

FEDERAL COMMERCIAL GOLF COURSE AGRICULTURAL TOTAL

320
69

239
65

282
81

315
75

310
79
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GWA employees from all divisions gathered together to celebrate the E1 Launch on May 10, 2021



guamwaterworks.org


