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Tampa Bay Water developed performance metrics to report on overall agency health and success toward 
meeting its mission to reliably provide clean, safe water to the region now and for future generations. Metrics 
and key performance indicators were developed from the agency’s strategic plan and are measured against the 
agency’s internal benchmarks and policies and the American Water Works Association’s water utility industry 
benchmarks. The benchmarks provide a snapshot of the agency’s overall performance.  
 
The agency’s performance measures are reported monthly to its Board of Directors in performance 
dashboard; each agency division contributes to the reporting. In addition, in 2022, the agency established a 
Continuous Improvement department to focus on monitoring, measuring and reporting agency progress 
toward the board-adopted strategic goals, with an emphasis on establishment of an agency document 
management system for controlled documents and process improvement. Additional performance metrics 
and key performance metrics will be added at the individual contributor level in the coming years.  
 
Tampa Bay Water’s performance metrics include measurements in the areas of: 

• Service to Customers 
• Efficiency of Operations 
• Compliance with Regulations and Permits 
• Financial Stability and Fiscal Responsibility 
• Stakeholder Relations and Outreach 
• Employee Relations, Recruitment and Retention 
• Training and Development 

 
While these performance metrics do not, in and of themselves, ensure efficiency and compliance in agency 
business operations, they provide valuable data for assisting in daily agency decision making, implementing 
best management practices, and improving policies, processes and procedures. They also support the agency’s 
vision to be a leader in supplying sustainable, quality water. 
 
This report complies with the performance review requirements set forth in s. 189.0695, Florida Statutes. The 
agency has completed the mandated independent performance review within the statutory timeframe and in 
accordance with all legislative requirements. 

Introduction 



 

 

Business Strategies Division Performance 
Division Goals: 

● Continually improve agency operations through benchmarking continuous improvement programs 
and best management practices in other utilities and government agencies. 

● Promote open, collaborative relationships with stakeholders through increasing awareness of 
the agency as a water leader, increasing collaboration with member governments, and increasing 
awareness of agency projects and initiatives. 

● Ensure an engaged, skilled and adaptable workforce by promoting workforce training and 
development, recruiting and retaining engaged and skilled staff, and prioritizing employee safety. 

● Safeguard agency infrastructure by annually evaluating agency operational vulnerability, developing 
and implementing annual emergency management training, and creating a comprehensive business 
continuity plan. 

2026 Budget Initiatives: 

● Develop and implement a policy audit process. 

● Present annually to the board to ensure alignment with and endorsement of strategic direction and 
goals. 

● Partner with regional groups (member governments, environmental groups, schools, etc.) to bring 
further awareness of agency initiatives and regional water issues. 

● Develop and implement a proactive media relations program. 

● Develop and track individual training plans for employees based on job classification and 
responsibilities. 

● Create a health and safety specific profile by job classification and function. 

● Develop and implement an annual emergency exercise calendar and assessment plan. 
 
 
Performance Measure 

2024 
Actual 

2025 
Target 

2025 
Actual  

2026 
Target 

Number of policies/processes audited/updated 67 25 96 30 
Employee Turnover 6.90% Under 4.6% 7.5%** 6.3% 
Filled positions 157 163 161*** 163 

Total in-person engagement meetings annually 266 180 310 180 

Total digital reach annually (impressions) 895,744 700,000 1,140,001 770,000 
Number of safety suggestions * 10 17 15 
Number of hours lost to workplace accidents 0 0 0 0 
** Higher percentage due to retirements 
*** One position filled after October 1, 2025; another position on-hold  
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Finance and Administration Division Performance 
Division Goals: 

● Optimize the agency’s future financial stability. 

● Maintain uniform rate predictability. 

● Optimize the agency’s future debt structure and preserve the agency’s strong bond rating to 
ensure affordable interest rates and financing for capital projects. 

● Pursue outside funding opportunities and alternative funding methods to reduce capital and 
operating costs. 

● Operate within the annual budget as forecasted. 

● Ensure compliance with all records laws and regulations. 

2026 Budget Initiatives: 

● Implement Gravity for producing custom reports to analyze financial information more easily. 

● Develop and document a process for conducting cost-benefit analyses of outsourced agency services. 

● Communicate annually with rating agencies about change methodologies. 

● Analyze market opportunities and recommend debt financing strategies to minimize rate impacts. 

● Analyze alternative funding strategies and grant opportunities to minimize rate impacts. 

● Develop and document a process for departmental Year-end Budget review and closeout. 

● Evaluate participation in current rebate programs and analyze for new opportunities. 

● Evaluate procurement processes for efficiencies and schedule reduction opportunities. 

● Increase vendor awareness and engagement with agency solicitations. 
 

*Number could change based on Florida Retirement System financial information provided in January 2026. 
 

 

 

 

 

 
Performance Measure 

2024 
Actual 

2025 
Target 

2025 
Actual 

2026 
Target 

GFOA rating Score for the Agency’s Budget document 269 271 285 275 
Days Cash on Hand 280 250 314* 250 
Debt Service ratios in accordance with Bond resolution Yes Yes Yes Yes 
Number of successful solicitations 26 30 36 40 
Number of new Bonfire vendor registrations 619 350 837 350 
Records requests filled successfully 100% 100% 100% 100% 

Finance & Administration Division 



 

 

Information Technology Division Performance 
Division Goals: 

● Safeguard the agency’s information technology infrastructure. 

● Improve the agency’s data management strategy to empower data-driven decision making. 

● Enhance comprehensive cybersecurity program measures and protocols to promote diligence 
and safeguards against threats. 

● Update information technology strategic planning to assure organizational efficiency and 
performance. 

● Align physical and cybersecurity initiatives to protect agency infrastructure. 

● Tighten control of information technology infrastructure to protect availability and resiliency of 
agency assets. 

2026 Budget Initiatives: 

● Develop and execute the enterprise network upgrade. 

● Complete enterprise compute and storage platform replacement. 

● Complete data Management platform pilot. 

● Advance the agency’s Cybersecurity program through control development and deployment. 

● Implement additional redundancy for data and voice communications. 
 
 
Performance Measure 

2024 
Actual 

2025 
Target 

2025 
Actual  

2026 
Target 

NIST Cybersecurity Framework Maturity Score Complete Baseline +30% +19.2%** +10% 
IT-controlled documents reviewed, revised and distributed * 10 16 10 
SCADA System Availability Annual percentage 100% > 99.95% 100% > 99.97% 
Employee Cybersecurity Awareness training program participation rate 100% 100% 100% 100% 
Phish Prone Percentage 4.5% < 4% 3.4% < 4% 

 
**NIST Cybersecurity Framework Maturity Score was 10.8% below target due to overestimating the available capacity of specific resources to complete policy, 
process, and procedure development early in the year. The competing priorities that reduced the amount of available bandwidth have lessened and the pace of 
development accelerated later in the year but remained below estimated target. 

  

Information Technology Division 



 

 

 

Planning and Projects Division Performance 
Division Goals: 

● Ensure the continued reliability and sustainability of the regional water supply system 
through planning and capital project management. 

● Plan for future supply through the Long-term Master Water planning process. 

● Develop the agency project management methodology across the agency. 

● Ensure projects are delivered on time and on budget and capital project output closely 
matches projections. 

2026 Budget Initiatives: 

● Continue feasibility studies for all potential 2033 water supply projects. 

● Begin construction on the Surface Water Treatment plant expansion and continue construction 
activities. 

● Complete property and easement acquisitions for South Hillsborough pipeline and begin 
construction. 

● Complete agreement negotiations and start the design on South Hillsborough Wellfield. 

● Refine Capital Improvement program planned expenditure projects to match incurred 
expenses more closely. 

● Investigate potential utility conflicts and resolve them successfully. 

● Continue 2045 System Hydraulic and emergency Scenario Study. 
 
 
 
Performance Measure 

2024 
Actual 

2025 
Target 

2025 
Actual  

2026 
Target 

Capital Improvement program expenditures by fiscal year. $50.6mm $174.2mm $82.3mm* $254.4mm 
Number of capital projects started as scheduled. 16 8 5* 14 
Number of capital projects completed on schedule, on budget. 7 15 9* 12 
*Targets were not met due to schedule delays in design, bidding, permitting and construction. 
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Science Division Performance 
Division Goals: 

● Deliver quality water and enhance system reliability and sustainability. 

● Achieve 100% compliance with regional contract requirements and permit limitations. 

● Evaluate options to enhance water quality and public health protection. 

● Ensure resilience of infrastructure and supplies. 

● Conserve water and manage demands through savings to offset capital project needs. 

2026 Budget Initiatives: 

● Implement pilot / demonstration plant studies for PFAS and TOC water quality enhancements 
at the regional Surface Water Treatment plant. 

● Implement Optimized Regional Operations Plan weekly source rotation schedules. 

● Complete annual regional demand forecast. 

● Commence modeling, hydrogeologic, and environmental analyses to support groundwater, surface 
water feasibility studies for future water supply sources. 

● Continue to investigate and acquire unused groundwater permits and quantities, specifically in the 
South Hillsborough and Pasco County services areas. 

● Obtain a Water Use permit for the proposed South Hillsborough Wellfield using aquifer 
recharge credits. 

● Work with local jurisdictions, builders, and developers to increase water efficiency by at least 15% in 
new construction. 

 
 
Performance Measure 

2024 
Actual 

2025 
Target 

2025 
Actual  

2026 
Target 

Total annual water savings through Tampa Bay Water Wise (gpd) 375k 146k - 291k 286k 153k - 559k 
Safe Drinking Water Act Compliance 100% 100% 100% 100% 
Exhibit D Compliance 99% 100% 100% 100% 
Consolidated permit running Average (mgd) 87.05 <90 78.01 85.03 
South Central Hillsborough Regional Wellfield running Average (mgd) 25.11 <24.95 24.71 26.8 
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Water Production Division Performance 
Division Goals: 

● Provide high quality water to the region every day, all day, that meets all governing and regulatory 
requirements. 

● Ensure regional water supply system facilities are maintained and equipment is fixed, replaced 
as needed, for optimal operating performance. 

● Manage supply to meet daily and peak demands at all member government points of connection. 

● Continually evaluate water supply system for enhancements to improve source delivery and service to 
member governments. 

● Develop, implement and continuously improve agency asset management programs. 

2026 Budget Initiatives: 

● Identify system constraints and with the Planning & Projects Division, develop plans to 
alleviate constraints for optimum operations. 

● Develop controlled documents to ensure consistency in operations, maintenance, facility, 
instrumentation and controls, and asset management processes. 

● Create an implementation plan to adopt OSIsoft PI tools. 

● With information technology and science, develop plans to integrate SCADA with Decision 
Support tools through data management projects. 

● Establish a process to improve asset reliability by leveraging a structured approach. 
 

 
 

Performance Measure 
2024 

Actual 
2025 

Target 
2025 

Actual 
2026 

Target 
Forecasted vs actual reservoir levels (billion gallons) 15.3 15.5 14.6* 15.3 
Planned maintenance time - AWWA 2024 Benchmark is 82% 86.6% 82% 80%** 82% 
Annual delivery to member governments (mgd) 199.1 209.7 198.5*** 209.7 
Alternative Water Source: Surface Water Treatment plant (mgd) 82.3 73.3 81.8 77.6 
Alternative Water Source: Seawater Desalination Plant (mgd) * 11.3 *11.2 11.6 

*Rainfall deficit starting in September 2025 prevented fill to 15.5 billion gallons 
**Underreporting of planned maintenance time in CMMS 
***Growth slower than anticipated 
****Under maintenance until December 2024 
 

Water Production Division 
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