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DEPARTMENT OF PUBLIC UTILITIES

DPU’s Mission
To provide safe and reliable utility service while creating exceptional value.

Vision to Our Customers
To proactively serve the utility needs of regional customers through environmental stewardship and 
resource conservation while providing cost effective, safe service.

700 Strong Vision
To be a premier employer that nurtures employee pride, success and development through honesty, 
integrity, respectfulness and service toward others.

Values 
Customer Satisfaction
Operational Excellence
Financial Growth and Stability
Employee Pride and Ownership

City of Richmond Department of Public Utilities
730 E. Broad Street, 900 E. Broad St, Rm 115
Richmond, VA 23219

804-646-4646 Customer Care

www.Richmondgov.com/DPU

www.facebook.com/rvadpu
@UtilityBuddy
@DPUStreetNews

www.blogspot.com/cordpu
https://www.youtube.com/user/UtilityBuddy

City of Richmond Department of Public Utilities

Here at the City of Richmond Department of Public Utilities (DPU), 
our mission is to provide safe and reliable utility service while creating 

exceptional value, and to proactively serve the utility needs of regional 
customers through environmental stewardship and resource conservation.  
Customers depend on the service we provide. It impacts quality of life, health 
and safety, so in our industry there are no “do-overs.”  This is a high bar. I’m 
proud to say that the “700 Strong” employees of DPU rise to the challenge 
each and every day—meeting, and often exceeding, standards. Whether it is 
responding to an emergency water main break or natural gas leak, responding 
to customer calls, making the public aware of utility programs and projects, or 
building a new water tank, DPU is here for you 24-7. 

I am fortunate to be able to return to Richmond to work in the region where 
I grew up. Since arriving at DPU in May 2018, I have hit the ground running.  
As a life-long learner, my initial focus has been to gain as much knowledge 
about each of the utility sections I oversee and the employees who do the work. 
Secondly, I am focused on process improvements in operations, maintenance, 
customer service, and continuous employee development. 

Our responsibility to our customers is to deliver on our mission, and to do so 
in a service-focused manner that considers the needs of our community today 
and tomorrow. Everything we do is to benefit the residents and businesses of 
our city. Your continued support is appreciated.

Leadership

Calvin D. Farr Jr.
Director, Department of 

Public Utilities
City of Richmond 
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DPU Executive Team

Rosemary Green
Deputy Director II

Water, Technical Services

Wayne Lassiter
Deputy Director II

Finance

Alfred Scott
Deputy Director II

Natural Gas and Streetlights

Mark McClain
Customer Service Administrator

Johnell Liggans
Operations Manager

Organzational Support

Angela Fountain
Public Information Manager III

Communications Division

Johnetta Taylor
Executive Assistant III

Director’s Office

Jennifer Hatchett
Stormwater Utility and Wastewater 

Collections Administrator

Jonathan Snyder
Richmond Gas Works Manager

Customer Service By the Numbers
uDecoupled the 311 non-utility call center from the DPU utility call center with the 
successful creation and implementation of the Department of Citizen Service and Response. 
This effort resulted in improved call center efficiencies such as reduced wait times for callers 
(decreased by 59 percent from FY2017); and improved service levels (increase in the percent 
of calls answered under one minute by 39 percent)

uDPU call center handled 384,800 calls while answering 52.5 percent of calls within one 
minute.
  
uImplemented Kubra EZ Pay which provided DPU customers a more efficient and user-
friendly way to pay utility bills via Interactive Voice Response (IVR) and the Internet while 
reducing convenience fees to the customer by approximately 36 percent. Received more than 
81,000 payments totaling more than $13.7 million.

uResponded to approximately 94 percent of natural gas emergencies within 30 minutes. 
Target goal is 90 percent. The average emergency response time was 21 minutes.

uRead approximately 2.3 million natural gas and water meters.

uRendered approximately 2.3 million utility bills with 97 percent of bills rendered with an 
actual meter reading.

uAssisted 11,695 customers in City Hall; and 2,651 customers in the East District Initiative 
office (EDI).

uHandled 17,624 emails through DPU Customer Care email box.

uMet customer service requests as scheduled more than 99 percent 
of the time.

uCompleted more than 118,000 customer service order requests.

uDelivered 2,117 new customer kits 

uThe Communications and Media Group with other volunteers 
from DPU contacted and surveyed 3,891 people at 19 community 
events and festivals.

u$21,000  raised by the MetroCare Heat Golf Tournament
Utility Buddy, DPU’s friendly, 

life-sized natural gas meter
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MetroCare Heat Program
The MetroCare Heat Program provides bill pay heating assistance for eligible families and individuals who are 
experiencing hardships  in the Richmond Department of Public Utilities service area. MetroCare Heat is funded 
by tax-deductible contributions and the annual MetroCare Heat Golf Tournament. 

The program began in 1999, started by a group of DPU employees. They 
organized the flagship event, the MetroCare Heat Golf Tournament, to 
provide an additional source of funding for the program. Since its inception 
MetroCare has assisted more than 2,500 families.  

MetroCare Water Assistance Program
The MetroCare Water Assistance Program was established in 2016 to assist 
eligible DPU residential customers with paying their water utility bills. 
Approved applicants receive a credit adjustment toward billed water and 
wastewater charges. 

Lead Service Water Line Testing Program
DPU has been monitoring and addressing the potential for lead contamination of drinking water since 1992. In 
addition to controls performed at the Water Treatment Plant, water that leaves the plant is monitored and tested 
for lead content by the Virginia Department of Consolidated Laboratories once a year. Every three years, DPU 
collects water samples from customers at 50 different locations throughout the service area and tests them for 
lead and copper concentrations. Ten specific locations are monitored every six months to confirm our corrosion 
control measures.

As needed, based on information or requests, DPU conducts samplings at specific customer locations and 
provides the customer with the results. Property owners decide how and when to replace their pipes, in 
compliance with current codes and lead-free fixture standards. A Lead Service Hotline was established for 
property owners to coordinate their lead line replacements with the City’s lead service line replacements.

Fire Hydrant Inspection Program
The City maintains more than 6,000 fire hydrants and inspects 
them under a manual system on a bi-annual basis. The inspection 
program, providing preventive maintenance and flushing, en-
sures that the City’s hydrants and associated valves are in proper 
working order, minimizing replacement costs and reducing risks. 

Fire hydrants are an important part of the water distribution 
system’s infrastructure and serve a critical role in public safety by 
providing water for fire emergencies. This inspection program 
ensures hydrants are kept in proper working order and geograph-
ic information system (GIS) records are current. Hydrants found 
to be non-operational get a visible “Out of Service” ring placed 
on the nozzle, saving valuable time for firefighters to access the 
next closest hydrant. DPU Operations immediately notifies the Fire Department of the out of service hydrant 
and repair or replacement is scheduled as quickly as possible.

DPU Ongoing Programs Awards

2017 National Environmental Achievement Award from National Association of Clean Water 
Agencies for Storm Drain Art Contest

2017 National Association of Clean Water Agencies Award for Wastewater Plant’s environmental 
performance upgrade project

2018 Operations and Environmental Performance Award from the National Association of Clean 
Water Agencies for the Wastewater Treatment Plant Nutrient Reduction Program 

Virginia Optimization Program Silver Award from the Virginia Department of Health for 
Excellence in Clarification, Filtration and Backwash at the Water Treatment Plant

 

Association of Metropolitan Water Agencies award for utility management

Platinum award from the International Organization for Standardization (ISO), National 
Biosolids Partnership, for the seventh straight year.

National Muncipal Stormwater and Green Infrastructure Award from the Water Environment 
Federation (WEF)
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Fiscal Year in Review

The fiscal year started with the launch of a fire hydrant inspection program to make tracking and inspection 
easier, requiring each hydrant be inspected at least once a year. The first year’s schedule started in February 

2017 and ended in April 2018, with repairs made to more than 270 hydrants. Only 21 of approximately 6,500 
needed to be replaced.

In July 2017, a new customer service telephone number, 646-4646 was launched to replace 646-7000 and 311 for 
all utility-related calls and Richmond Gas Works. 

DPU partnered with Richmond Public Schools in August 2017 to ensure all streetlights near school bus stops 
were in working order. Trees were trimmed to increase visibility.

The BioSolids Management Program maintained its platinum level 
from the International Organization for Standardization (ISO), 
National Biosolids Partnership, for the seventh straight year.

In August, a delegation from Alexandria Renew Enterprises toured 
the combined sewer overflow system, including the Hampton-Mc-
Cloy retention tunnel, the Shockoe retention basin, Haxall Canal 
and Brown’s Island, and the downtown canal system. 

Cost of Service community meetings were held in October 2017 
throughout the city to explain the process and factors involved in how 
utility rates are set for natural gas, water, wastewater and stormwater. 
DPU officials met with citizens at the Byrd Park Roundhouse, East District Center, Police Academy and South-
side Community Center, as well as attending district meetings, to answer questions.

In October 2017, DPU Director Robert Steidel was promoted to deputy chief administrative officer for Opera-
tions, overseeing Public Utilities, Public Works, and Animal Care and Control. Rosemary Green became acting 
director until Calvin D. Farr  Jr. was hired in May 2018 as the new director.

The new DPU Safety and Operations Training Center was formally 
opened in November 2017 on Cardwell Road, a training facility for 
natural gas safety operations, followed by the formal ribbon-cutting 
for the new stormwater operations center on Commerce Road in 
December. Richmond Mayor Levar Stoney with 8th District Coun-
cilperson Reva Trammell and others were on hand for the opening.

The Streetlight Division conducted a survey in December of LED 
streetlights operating on selected blocks of Jefferson Davis Highway, 
Brook Road, Forest Hill Avenue, and New Kent Avenue to deter-
mine customer response.

The Wastewater Plant set new records in 2017 for nutrient removal 
after investing $100 million in plant upgrades. Total nitrogen released into the James River was reduced by 24,000 
pounds over 2016 and phosphorous reduced by 6,000 pounds. As a result, the plant received the 2017 Nation-
al Association of Clean Water Agencies Award for its environmental performance upgrade project. Long-time 

Delegation from Alexandria Renew tours 
combined sewer overflow system

DPU Safety and Operations Training Center 
opened on Cardwell Road

supervisor Clair Watson retired from the Wastewater Plant at the end 
of the fiscal year after receiving the WEF William D. Hatfield Award in 
recognition of his years of service. Meanwhile, three female utility oper-
ators at the plant, Vernia Hawthorne, Barbara Jackson, and Jewel Minor, 
received national publicity  in TPO Magazine, a monthly trade publica-
tion for treatment plant operators (TPOs), for being successful women 
in a traditionally male profession.

On Sunday, Jan. 7, 2018, with a predicted temperature of -3 degrees, the 
automated natural gas distribution system broke a new record, sending 
out 190,000 decatherms (dth), beating the previous record of 183,000 
dth set in February 2015.

Also in February 2018, the Insurance Services Office reclassified the City of Richmond Department of Fire and 
Emergency Services as an ISO Class 1, their highest awarded classification. Only 270 of the 45,000 public fire 
protection districts in the United States are ISO Class 1, with seven of those in Virginia, putting Richmond in the 
top 1 percent for fire protection in the nation, a direct result of the Fire Hydrant Inspection Program.

DPU received the 2018 Operations and Environmental Performance Award from the National Association of 
Clean Water Agencies (NACWA) in February for the Wastewater Treatment Plant Nutrient Reduction Program.

In May 2018, DPU replaced Western Union Bill Pay with EZ-Pay, with its lower convenience fee.

In June, another storm drain was decorated with environmental artwork during a live demonstration at the Fes-
tival of the River at 7th and Tredegar streets, with storm 
drain art contest winners following up with designs on 
four additional drains in Carytown. The drains educate 
the public about the importance of keeping our river, 
waterways and streets pollution-free. The contest has 
become a popular and award-winning tradition each 
summer. 2018 was the third year of the project, which 
in prior years painted drains along Tredegar Street and 
along Grace and Harrison streets near Virginia Com-
monwealth University.

The new RVA 311 request service was launched in June 
2018 to replace SeeFixClick, and 311 become its own 
department, Citizen Service and Response.

The fiscal year ended with rate changes in natural gas, 
water, wastewater and stormwater going into effect on 
July 1, 2018, including structural changes in some utility 
rates and a new Life Line rate that reduced the rate for 

low-volume users who use 4 Ccf of water or less. Natural 
gas was increased 3.25 percent, and the tier structure for stormwater was increased to five tiers to better distin-
guish the size of each property’s impervious area and improve equity among tiers.

Female wastewater employees receive 
national recognition

Storm drain art tour in Carytown
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Richmond Gas Works

Richmond Gas Works is the name of Richmond’s 
natural gas utility. It is responsible for the sales 

and marketing of natural gas services to residential, 
commercial and industrial customers in Richmond, 
Henrico, North Chesterfield, and a section of Hanover 
along Route 33. Currently Richmond Gas Works serves 
approximately 117,661 customers.

On September 29, 2017, the rules and regulations for a 
multi-family incentive rebate program were approved. 

Richmond Gas Works launched a multi-media 
advertising campaign designed to build awareness and recognition of the brand. Brand name recognition is 
an essential pre-cursor to building new business and growth for the natural gas utility. 
 

This inaugural campaign, “Warm Up to Our New Name” was 
targeted to consumers and business decision-makers and ran from 
September 2017 through June 2018. The advertising appeared 
on television, including broadcast, streaming and other digital 
platforms, billboards, radio, newspaper, digital media, and included 
weather page takeovers. Additional ads ran in DPU’s in-house 
publications. All outreach targeted current and potential customers 
and employees. 

The brand’s new website also launched, providing a strong online presence viewed by current and 
prospective customers.  Richmond Gas Works’ Facebook and Twitter accounts helped establish an online 
presence for the brand.  
 
A social media campaign, “Cookin’ with Gas,” was launched, which targeted restaurateurs, chefs and 
foodies. This social media outreach, combined with a sponsorship of one of Richmond’s signature and most 
popular events, Broad Appétit, helped to highlight the natural relationship between this fast growing and 
trendy market segment and natural gas.

Richmond Gas Works introduced a “re-engineered” Annual Forecast event, targeted to large volume 
customers. Highlights included Andrew Freiden, a popular NBC12 meteorologist and energy sector 
forecasts from British Petroleum’s (BP) experts. 

Event sponsorships were targeted to engage and align the brand with key influential targets such as 
engineers, architects, HVAC (heating ventilation air conditioning), plumbing, and construction trades, 
that have direct influence on the purchase decision process to use natural gas. Targeted sponsorship events 
included the Home Builder’s Association of Richmond’s Annual Forecast Breakfast, Richmond Biz Sense 
Panel discussions and Hard Hat events, and the Henrico County Energy Fair.

Streetlighting

The Streetlight Utility is funded through the City of Richmond’s General Fund. This utility operates and 
maintains approximately 37,000 City-owned streetlights, five electric distribution subsystems, more than 350 

miles of overhead and underground conductors, and thousands of various pole types. The utility collaborates 
and coordinates with the Richmond Police Department (RPD) on various RPD initiatives to improve public 
safety.

This fiscal year, the division made 5,894 streetlight repairs, including replacing damaged poles and downed 
wires, as well as trimming trees obstructing lights and servicing substation outages. Forty-five new poles were 
installed.

The Streetlight Light Emitting Diode (LED) Pilot Project was launched in the winter of 2017 to replace selected 
standard high pressure sodium streetlights within the city with LED streetlights. Six areas and three different 
styles of fixtures were selected to assess the new lighting technology. 

LED fixtures have a cooler color temperature which enhances visibility and provides better color rendering, 
better efficiency, reliability and maintability.  The test lights went up between late summer 2017 and spring 
2018 along Jefferson Davis Highway, Boston Avenue alley, Wentbridge Road alley, Forest Hill Avenue at 
Westover Hills, Brook Road and New Kent Avenue. The locations were chosen to represent different roadway 
types to offer a range from major thoroughfares to alleys. 

Surveys were conducted to weigh citizen reaction to the lights with results expected in 2019.

Test LED streetlight on New Kent Avenue
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Stormwater and Wastewater

Richmond’s Stormwater Utility was established in 2009 by a unanimous vote of members of Richmond’s 
City Council. The Stormwater Division is tasked with controlling stormwater discharges into creeks, 

streams and rivers in the city. Richmond is similar to many other heavily urbanized areas in the country. 
When it rains, the runoff flows into waterways quickly and picks up pollution from impervious surfaces. 
The large volume of water and its velocity also causes erosion of stream banks in localized areas where 
the flow is very high. Given the potential for significant adverse impact on creeks, rivers and streams, 
Congress enacted legislation requiring cities to reduce the impacts of stormwater on local waterways. 
These requirements are contained in a Muncipal Separate Storm Sewer (MS4) permit issued to the City by 
the Virginia Department of Environmental Quality in compliance with state and federal laws.

The City is required to provide education and outreach on stormwater impacts and include the public in 
activities designed to control stormwater pollution. The City is also required to inspect storm sewers to 
prevent illicit discharges of pollutants into the storm sewer system. One of the major responsibilities the 
City has is to ensure construction site stormwater runoff is controlled and post-construction stormwater 
management in new development and redevelopment does not cause water quality issues. The City must 
also institute pollution prevention and adhere to good housekeeping practices at municipal operation 
sites. 

This year, DPU’s Stormwater Utility passed the floodwall annual inspection, completed and closed 436 
service tickets, received satisfactory ratings on floodwall and levee inspections, performed 14.2 miles 
of ditch maintenance, cleaned 2.5 miles of pipe, cleaned 2,014 basin inlets, and treated 4,203 basins for 
mosquitoes.

Capital Improvement Projects for 
stormwater drainage were completed 
on Maurice Avenue, Yorktown Avenue, 
Jarvis Road, and the 400 block of 
Calhoun Street.  

Richmond’s Wastewater Treatment 
Plant (WWTP) was built in 1958 

and serves more than 200,000 people in 
the Richmond metropolitan area. 

This year, DPU met the first five-year 
target of nutrient reductions from 
the Chesapeake Bay through multiple 
water quality improvement projects. 
DPU successfully completed two stream restoration projects  -- Maury Cemetery stream restoration and 
Pocosham Creek restoration -- that contribute to the Chesapeake Bay total maximum daily load (TMDL) 
for nutrient reductions and both received state funding.

DPU received the Water Environment Federation’s National Municipal Stormwater and Green 
Infrastructure Award, and a $1 million grant from Alliance for the Chesapeake Bay to create a green 

Maury Cemetery stream restoration before and after

Water Treatment and Distribution

The Water Treatment Plant (WTP) was established in 1924 and provides safe drinking water to 62,000 
city customers as well as wholesale customers of Henrico, Chesterfield and Hanover counties, totaling 

500,000 people. The plant is one of the largest water producers in Virginia, with the capacity to treat up to 
132 million gallons of water a day from the James River. 

During the FY17-18 fiscal year, many infrastructure improvements were made. The fourth sedimentation 
basis was completed, as well as the Church Hill water tank, and the Westhampton 

pump station upgrades.

The division won the Virginia Optimization 
Program Silver Award from the Virginia 
Department of Health for Excellence in 
Clarification, Filtration and Backwash. 

The Consumer Confidence Report, which 
details the journey water takes from the 
James River to the faucet and provides an in-
depth overview of the city’s water quality was 
designed, completed and distributed in the 
spring of 2018.

infrastructure master plan for three priority watersheds within the city. Other highlights include:

•	 The Water Environment Federation’s National Green 
Infrastructure Certification Program was hosted 
at the 1801 Commerce Road facility and eight city 
employees were certified. 

•	 The Combined Sewer System (CSO) began a study 
for the dynamic optimization of the city’s CSO 
infrastructure to improve water quality integration 
in the future, and two CSO separation projects were 
completed in the Williamsburg Road area of the 
East End. 

•	 The Collection System Master Plan Citywide Sewer 
Creek Crossing Study, identifying and prioritizing all 
sanitary sewer stream crossings, was completed.  

•	 Two new sewer rehabilitation annual contracts including new technology were implemented, as well as 
a new annual closed circuit television investigation contract.

•	 Capital Improvement Projects for sanitary sewers on the Leicester Road creek crossing and stabilization 
and the E. Franklin Street sewer replacement were completed.

E. Franklin Street sewer replacement project

New Church Hill water tank
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Financial Operations

Financial Operations oversees general accounting, 
accounts payable, accounts receivables, cash 

and debt management, grants management, capital 
assets, budgeting, financial reporting, cost of service, 
financial and rate modeling, audit relations, wholesale 
contract administration, natural gas supply contracts, 
human resources, and information technology for the 
department.

This year, Finance completed DPU’s contributions to 
the 2018 Comprehensive Annual Financial Report on 
schedule and completed the fiscal year within budget.
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