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TO OUR CUSTOMER-OWNERS,
Our mission is to provide safe, reliable and
cost-effective natural gas and water services
to our community, and we are focused on
strengthening your confidence in this public
utility every day. The reliability of our gas
and water systems continues to be a top
priority and we are pleased to report our
team made great progress on infrastructure
replacement (IR) and facility upgrades. We used
multiple strategies, including partnerships,
innovative techniques and new technologies,
to help achieve our goals. As you will see,
2019 also brought exciting initiatives and
opportunities to enhance our products
and services for our customer-owners.
We reached our annual goals for IR work
with our team pulling together to meet the
challenge — even with a slower start due to
historic spring flooding that impacted several
District facilities. We replaced 40.6 miles of
natural gas mains and 10.1 miles of water
mains. For our gas IR program, we used a
combination of District gas crews and our gas
contractor. To ramp up the pace of our water
IR program, we added a dedicated water IR
crew to our Construction division and partnered
with three water construction contractors.
In addition to improving the safety and reliability
of our gas and water distribution systems, we
continued upgrades to the Florence Water
Treatment Plant as part of the 20-year capital
improvement plan. We also initiated a study of
potential efficiency and capacity improvements
for our Liquefied Natural Gas (LNG) Plant.
We received good news in November when
S&P Global Ratings upgraded our gas system
credit rating to “AA+.” We now proudly carry
the highest credit rating of any municipal
gas system and believe it validates our

Mark E. Doyle
President
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board and staff’s careful financial planning,
policies and focus on managing our rates
to reflect our costs of operations.
To promote our safe, high quality water, the
District developed a water brand — M.U.D. On
Tap — and launched a campaign to employees,
customers and the general public. We partnered
with Aksarben Village, the City of Omaha Parks
and Recreation Department and others to
promote our water through a mobile hydration
station, hydrant parties and digital marketing.
We plan to expand our efforts in 2020
through additional partnerships and events.
Our Board of Directors approved the sale of
our downtown building to Douglas County, as
well as the purchase of our new headquarters
at 7350 World Communications Drive. The new
headquarters will support improved employee
collaboration and the additional capacity
for our IR efforts and growth of services.
To maintain a downtown presence for faceto-face customer interactions, we opened a
customer service branch office September 3
at the Omaha Public Power District’s Energy
Plaza lobby. Our branch office provides account
services, cashier windows and payment
kiosks. The two utilities retain their own
identities and operations, while providing a
convenient one-stop location for customers.
Employees from the remaining downtown
departments relocated to the new headquarters
and other District facilities. Our monthly
board meetings are held in the Legislative
Chambers of the City-County Building until
the headquarters’ boardroom is constructed,
projected for completion by the end of 2020.
We were saddened when longtime board
member and friend Tom Dowd passed away

August 7, 2019. He served on the board for 40
years, being first elected in 1974 and re-elected
six times. Mr. Dowd’s expertise in the fields
of law and employee relations, along with his
passion for public service, contributed greatly
to the successful operations of the District.
We welcomed former Nebraska State Senator
Tanya Cook to the board when she was
appointed to fill the vacancy for Subdivision 5.
She will serve the remainder of Mr. Dowd’s term
which runs through 2020. Ms. Cook served
two terms for the Legislature’s District 13, from
2009 to 2017, and owns a public relations firm.
As a leadership team, we began developing
a comprehensive Facilities Master Plan to
address the District’s short- and long-term
facility needs. We also continued to work
on succession planning and optimizing the
organization by filling several key positions
at the senior management and vice-president
levels. Chief Operating Officer Ron Reisner
retired with 38 years of service and was
succeeded by Vice-President of Rates and
Marketing David DeBoer. Chief Financial Officer
Deb Schneider retired with eight years of
service and was succeeded by Vice-President
of Accounting Joseph Schaffart. Both Ron and
Deb contributed greatly to the mission of the
District and helped build a strong foundation
for our continued growth and success.
On behalf of our board, senior leadership
and dedicated employee team, we thank
you for the opportunity to provide lifesustaining natural gas and water services to
our community. We hope through this report,
you will see our commitment to earn your
trust and confidence every day, guided by
our core values of safety, reliability, fiscal
responsibility and organizational excellence.

Gwen E. Howard

M.U.D. Board Chairperson
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ABOUT US
THE METROPOLITAN UTILITIES
DISTRICT (M.U.D.)

is the only metropolitan utility district in the
State of Nebraska. We are a public utility and
proud to be customer-owned. We provide
safe, reliable and cost-effective natural gas
and water services to our community. The
District is governed by a board of seven
directors, elected by our customer-owners.
We have more than 800 employees who live
and work in the communities we serve.
As the fifth largest public gas utility in the
United States, we provide a product and service
at rates that are lower than area investorowned utilities and among the lowest in the
Midwest. We serve natural gas to 232,769
customers in Omaha, Bennington, Fort Calhoun,
Springfield, Yutan and Bellevue.
We also provide safe drinking water to 218,116
customers in Omaha, Bellevue, Bennington,

BOARD OF DIRECTORS
Carter Lake, La Vista, Ralston, Waterloo and
the Papio-Missouri Natural Resources District
(which supplies water to Fort Calhoun).
Our water meets or exceeds all state and
federal standards for drinking water.
The District owns and operates three water
treatment facilities and an extensive water
distribution system that is capable of supplying
potable water in excess of 300 million
gallons per day. We also maintain more
than 27,000 hydrants for fire protection.
In addition to providing natural gas and water
to customers in the metro area, we provide a
cost-saving service to municipalities by serving
as a billing agent for sewer use and trash fees.

OUR HISTORY
The Nebraska Legislature created the
Metropolitan Utilities District in the early
1900s as a political subdivision of the

State to provide water and natural gas
to the metropolitan Omaha area.
Our first water treatment plant was built near
the Missouri River in 1889 by a private company.
Omaha received water and gas service from
private water and gas companies until the
citizens of Omaha became dissatisfied with
high costs, constant ownership changes and
poor service, and voted to take control and
ownership of their utilities. The Legislature
created the Metropolitan Water District in 1913.
Five years later, state senators authorized
the City of Omaha, which had acquired the
gas system by condemnation, to assign the
responsibility for the operation of the gas
system to the Metropolitan Water District.
The name was changed to the Metropolitan
Utilities District on March 3, 1921.

GWEN E. HOWARD
Chairperson

Vice Chairperson

TANYA COOK

JAMES P. BEGLEY

DAVID J. FRIEND

JACK A. FROST

MIKE MCGOWAN

Member

Member

Member

TIMOTHY W. CAVANAUGH
Member

Member

SENIOR MANAGEMENT

OUR MISSION
To provide safe, reliable and cost-effective
natural gas and water services
to our community.
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OUR VISION

To maintain our commitment to serve
our community, while striving to become
one of the nation’s top utilities.

CORE VALUES
Safety, Reliability, Fiscal Responsibility
and Organizational Excellence

MARK E. DOYLE
President

STEVE AUSDEMORE
Sr. Vice President
Safety, Security and
Field Operations
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DAVE DEBOER

Sr. Vice President
Chief Operations Officer

MARK MENDENHALL
Sr. Vice President
General Counsel

JOE SCHAFFART

Sr. Vice President
Chief Financial Officer
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STATISTICAL HIGHLIGHTS

FINANCIAL STABILITY MEASURES

WATER DEPARTMENT

DEBT SERVICE COVERAGE

2019

2018

2017

218,116

216,180

214,142

27,746,974

28,482,950

30,058,950

Operating Revenues (net)

$121,260,962

$119,783,197

Operating Expenses

$92,350,493

Operating Income
Plant Additions/Replacements (net)

2019

2018

Water Debt Service Coverage Ratios

2.62x

2.74x

$122,328,186

Gas Debt Service Coverage Ratios

24.37x

25.55x

$91,730,706

$92,744,154

Debt Service Coverage Requirements

1.20x

1.20x

$28,910,469

$28,052,491

$29,584,032

$49,545,081

$53,189,874

$41,097,383

Plant in Service

$1,159,933,052

$1,131,651,797

$1,093,314,388

Miles of Mains

2,985

2,962

2,928

2019

2018

Average Daily Pumpage (1,000 gallons)

82,482

85,375

91,269

Water Department

388 Days

417 Days

Gas Department

313 Days

216 Days

2019

2018

2017

232,769

231,012

229,365

Number of Customers (Dec.)
Sales (1,000 gallons)

GAS DEPARTMENT
Number of Customers (Dec.)
Sales (Dth):
Firm

30,853,007

30,744,499

25,483,606

Interruptible

5,366,081

4,721,333

4,013,805

Total

36,219,088

35,465,832

29,497,411

Operating Revenues (net)

$223,266,292

$237,587,047

$203,679,638

Cost of Gas Sold

$114,501,720

$126,286,762

$106,365,860

Other Operating Expenses

$69,889,570

$77,523,065

$75,003,512

Operating Income

$38,875,002

$33,777,220

$22,310,266

Plant Additions/Replacements (net)

$44,073,867

$39,321,821

$39,309,642

Plant in Service

$631,065,357

$615,192,112

$597,112,263

Miles of Mains

2,866

2,856

2,832

Average Daily Sendout (Dth)

102,140

99,895

72,022

817

810

831

# of Active Employees (water and gas)
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The District continues to be in compliance with water and gas revenue bond debt service requirements:

CASH RESERVES
Days cash on hand as of December 31 was as follows:

CREDIT RATING
M.U.D. Water Revenue Bonds - Moody’s Investor Service (August 2, 2019)

Aa2

M.U.D. Gas Revenue Bonds - S&P Global Rating (November 2019)

AA+

PENSION FUNDING
Continued focus on the promise to our employees related to proper pension plan funding:

Funded Ratio

(Actuarial Value of Assets/Actuarial Liability)

2019

2018

89%

87%

OTHER POST-EMPLOYMENT BENEFITS (OPEB) FUNDING
Continued focus on the promise to our employees related to proper pension plan funding:

District Contribution to OPEB Trust Fund
($ in millions)
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2019

2018

$10.4

$12.5
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FISCAL RESPONSIBILITY
We are pleased to share strong financial
results for 2019, while remaining cognizant
of our five guiding principles: 1) Provide our
customers with affordable gas and water
service; 2) Sustain reinvestment in our
infrastructure; 3) Properly fund promises to our
employees; 4) Maintain debt service coverage,
and 5) Maintain adequate cash reserves.
To help measure affordability, we compare
ourselves to approximately 40 other utilities
included in the annual Memphis Gas, Light
and Water bill comparison report. Our gas
rates remain well below the national and
Midwestern averages; ranking fourth lowest
as measured by the average residential gas
bill in 2019. Our water rates trended mid-range
nationally and regionally, ranking 14th in 2019.
We are taking progressive measures to deliver
on our mission to provide safe, reliable and costeffective natural gas and water services to the
community, which includes tackling the problem
of our community’s aging infrastructure. In
2019, we increased water rates to help provide
long-term funding for our infrastructure
replacement program. These funds also will
allow us to accelerate the replacement of critical
water infrastructure from the current rate of
10 miles a year to eventually 25 miles a year.
Even with the rate increase, our affordability
ranking should be minimally impacted, as
utilities throughout the nation address similar
infrastructure replacement funding needs.
The District spent $40 million in 2019 to
improve gas and water main infrastructure.
We replaced 40.6 miles of gas mains and
10.1 miles of water mains. We invested $12.1
million in capital improvement projects at the
Florence Plant, including Chemical Building
renovations and Basin 1 refurbishment.
In November, S&P Global Ratings upgraded
our gas system rating to “AA+.” The issuer
credit rating was assigned as part of the
District’s obligations under certain of its gas
purchase contracts. In its assessment of
the gas system, S&P recognized the strong
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economic fundamentals of our service area
and low debt burden. The agency also
described the operations and management
of the system as “very strong,” highlighting
the District practices of purchasing gas from
a diverse set of suppliers, under various prepay contracts offering discounts to market
prices. In addition, we were commended
for regularly updating financial forecasts
and capital plans as well as maintaining
rates that reflect changes in underlying gas
costs. Finally, S&P noted that the District’s
rates compare favorably with those in other
municipalities with similar operating conditions.
Natural gas pre-pay contracts with Central
Plains Energy Project and three other
companies saved our customers $5.9 million
in 2019. Pre-pay contracts have saved our
customers $87 million from 2007-2019.
We set several new gas sales records in 2019
due primarily to a cold winter season. Annual
sales of natural gas were 36,219 million
decatherms (MDth), which were the highest
in the last 40 years, and exceeded budgeted
levels by 17 percent. First quarter gas sales
also set a record. On January 30, 2019, we
saw a new peak gas sales day of 325 MDth,
exceeding our previous peak day of 324 MDth
set on January 15, 2018. We ran our Liquefied
Natural Gas (LNG) Plant during stretches
of severe cold weather to satisfy our peak
demands. These peak-shaving capabilities
resulted in significant savings to our customers.
Water sales were below budgeted levels by
approximately 0.3 percent, due primarily to
reduced irrigation demand associated with
full year precipitation levels that exceeded
normal levels by approximately 30 percent.
We remained committed to the promises to
our employees related to proper pension and
other post-employment benefits (OPEB) plan
funding. Both the pension and OPEB trust
funds performed well in 2019, earning returns
of 20.8 percent and 22.2 percent respectively
(net of fees). As of December 31, 2019, the
pension trust had assets of $452.1 million,

representing an actuarial-funded ratio of 89
percent. In 2019, the District contributed $12.3
million to the pension trust, with employees
contributing an additional $4.4 million.
In 2019, the District contributed $14.3 million
to the OPEB plan, including $10.4 million to
fund the OPEB trust and $3.9 million for benefit
payments on a “pay-as-you-go” basis, net of
retiree premiums. The OPEB trust had assets
of $41.3 million on December 31, 2019, and a
funded ratio of 28.8 percent as measured by
the criteria established by the Governmental
Accounting Standards Board in Statements
No. 74 and 75. The 2020 budget reflects
funding at 100 percent of the estimated
actuarially determined required contribution
for both the pension and OPEB plans.
We remained in compliance with water and gas
revenue bond debt service requirements. Our
water debt service coverage ratio was 2.62x
and our gas debt service coverage ratio was
24.37x (the required coverage ratios are 1.20x).
The District’s cash reserves increased for the
Gas Department and decreased for the Water
Department compared to the previous year. As
of December 31, 2019, the gas company had
313 days cash on hand and the water company
had 388 days cash on hand, exceeding our
internal goal of 180 days, an amount equal
to six months of operating expenses. The
high cash balances for our Gas Department
are due primarily to back-to-back cold winter
seasons; these cash balances will serve to
reduce borrowing needs in the future as
we fund significant capital investments.
The reduction in cash balances in the Water
Department was driven by sales that fell below
budgeted levels due to a very “wet” 2019,
partially offset by the aforementioned water rate
increase. Despite the year-over-year reduction
in cash balances for the Water Department, cash
balances remain above “goal levels” and will
serve to fund the ramp-up in the replacement
of aging main infrastructure as well as ongoing
improvements to our water treatment plants.
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SAFETY, SECURITY AND BUSINESS CONTINUITY
Our emergency response and
business continuity plans were
successfully executed when
historic spring flooding devastated
the state. We are proud of the
collaboration and extra efforts
put forth by our employees to
ensure the safety of the public,
our staff members and our
facilities. Throughout the event,
we continued to meet 100 percent
of water demand, demonstrating
the resiliency of our system, which
includes several water sources
and three water treatment facilities
capable of supplying potable water
in excess of 300 million gallons per
day (MGD). Dubbed our “Triangle
of Reliability,” the system allowed
us the operational flexibility to
meet the needs of our customers,
make any needed repairs to
our facilities and assist other
communities impacted by flooding.

10

Our employees pitched in to
prepare our facilities for the
flooding. At our Florence Plant
along the Missouri River, crews
built a sandbag wall to protect the
low service pump station, installed
pumps in vaults in the same area
and added ballast to the building.
Throughout the flooding, our
Water Quality, Plant Operations
and Maintenance employees did
an outstanding job to combat
challenges and keep the facilities
operating within all state and
federal water quality standards.
Severe flooding on the Platte River
required the electrical power to
the wellfield at our Platte South
Water Treatment Plant to be
shut down to prevent damaging
electrical equipment. The natural
gas-powered engines in the
wellfield remained above water

and ran for the duration of the
flood and allowed the plant to
produce 19 MGD. Electrical service
was returned to the wellfield
about 10 days after the water
receded. The District developed
a restoration plan to remove the
tremendous amount of sand and
debris left behind in the wellfield,
and to repair roads, ditches,
culverts and the riverbank.
A portion of the Platte West
wellfield in Douglas County was
inundated for a short period
of time during the flood and
numerous locations in the wellfield
experienced significant washout
damage to roads, berms, levees
and the main electrical service
duct bank. Access to the wellfield
and individual wells was severely
limited immediately after the flood
waters receded as numerous

public roads were under water.
Through a combination of District
employees and contractors, repairs
were completed well ahead of
the summer pumpage season.
The City of Blair, Nebraska,
through a wholesale agreement
with the Natural Resources District
Rural Water Project, received
M.U.D. water to supplement its
domestic supply to meet capacity
demands from its water treatment
plant. In addition, our Water
Distribution staff provided the
emergency water tank truck to
Glenwood, Iowa, for several weeks
to help provide bulk potable water
to the residents until their city’s
water system was repaired. We
also assisted M.U.D. customers
who were victims of the flood,
by suspending billing, inspecting
gas and water services and

arranging payment plans. We also
conducted a fundraiser to help
our fellow employees who were
significantly impacted by the flood.
At the Platte West Water
Treatment Plant, we hosted
hazardous materials training with
the Omaha Fire Department.
Employees from Safety and
Security and Water Operations
participated in the full exercise.

EMERGENCY RESPONSE
PERFORMANCE
Our focus on District emergency
response continued to show
improvement. We decreased
the average response time to
21.92 minutes in 2019, compared
to 22.57 minutes in 2018 and
30.42 minutes in 2014.
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Safety and Security team members
responded to the scene of water
and gas emergencies to ensure
workers operated in a safe
manner and to provide support
in matters involving outside
emergency response agencies.
Our Safety and Security team also
supplied regular performance
reports to management to keep
them abreast of important safety
issues across the District.

TRAINING, COACHING
AND COMMUNICATION
EFFORTS
Our Safety and Security team
continued to develop and
implement ways of reducing
the risk of injuries and collisions
within the District. Safety team
representatives made regular
visits to employee work locations

to ensure standards were being
followed and to provide onsite coaching and recognition
opportunities. Regular meetings
and training sessions also helped
promote a culture focused on
safety and security. Monthly
safety bulletins were provided
to help leaders conduct more
effective safety meetings with
their teams. Also, District-wide
“safety stand-down” events were
held to focus on various safety
topics among work teams.

techniques. CPR classes have
been ongoing to teach lifesaving
skills to employees in the event of
a medical emergency. Lastly, we
introduced a new safety program
for our front-line supervisors
called S.T.A.R.T. (Supervisor
Training in Accountability and
Recognition Techniques) to help
them improve the safety culture
through changing perceptions and
behaviors within our organization.

We implemented training programs
on topics where we needed to
improve safety performance. The
Smith System driver’s training
course was provided to employees
who operate company fleet
vehicles. This method of teaching is
designed to educate experienced
drivers on accident avoidance
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RELIABILITY
We achieved our infrastructure
replacement (IR) goals for
both gas and water in 2019.
Through a combined effort of
our internal gas and water crews
and contracted partners, we
replaced 40.6 miles of gas mains
and 10.1 miles of water mains.
Since 2008, when our IR program
began, we have replaced
approximately 324 total miles
of cast iron gas mains and 89
miles of cast iron water mains.
By the end of 2027, we plan to
replace the remaining 234 miles of
targeted gas mains. And, we have
a roadmap to increase water main
replacement from the current rate
of 10 miles per year to 25 miles per
year by 2025.
To help achieve these aggressive
water IR goals, we introduced
the CORE (Condition Assessment,
Optimization, Replacement/
Rehabilitation, Examination)
initiative, a strategic approach
to prioritize the replacement
of linear water assets.
 e implemented several
W
advancements and/or technologies
to improve corrosion protection
and condition assessment (to
identify assets with higher
likelihoods of failure).
 uring water main break repairs,
D
we now conduct soil testing
(as it can affect the condition
of, and corrosion impacts
to, some pipe materials).
We are also piloting leak
monitoring systems that can detect
even the smallest of leaks with
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the use of listening devices; many
main breaks begin with a leak.

program to provide more timely
and effective communications to
the neighborhoods and others
impacted by IR projects.

Main replacement work with the
goal of moderating water main
breaks and the associated impacts
on the community is prioritized
by targeting the highest risk
mains in the system and will be
enhanced with the development
of a comprehensive factorbased risk modeling software.
We created our first dedicated
water IR construction crew in
2019 and are adding a second
dedicated crew in 2020.
Partnerships with water main
contractors are another integral
part of our strategy to increase
the pace of water IR work. About
half the IR work in 2019 was
completed by contractors. To
complete these projects, we used
a variety of replacement materials
and methods for comparison
and ongoing evaluation.

UPDATING WATER
AND GAS FACILITIES

“As a local construction company and longtime advocate for nationwide infrastructure
investment, it’s extremely gratifying to
be playing a role in updating vital water
infrastructure that impacts our community.”

KARA HABROCK

President & CEO, Roloff Construction

Roloff Construction completed
two projects with ductile iron pipe,
which is the primary material used
by District crews. M.E. Collins
completed replacements with PVC
pipe. Fer-Pal used a structural
lining method to complete
several projects, reducing the
amount of open trench work.

Our board of directors and
employees celebrated the
renovation of the Minne Lusa Pump
Station during an April 26
rededication event. The $11.2
million project, part of our
Florence Capital Improvement
Plan, included a new high service
pump, electrical and heating,
ventilation and air conditioning
updates, and structural and
architectural improvements. The
project received several design
awards from The American Council
of Engineering Companies.
Construction was completed on
the two-year project to renovate
the Florence Chemical Building
for regulatory, performance,
water quality and condition
improvements. Updates included
a roof replacement, new chemical
delivery systems and updates
to the water quality laboratory.
Employees moved back into
the facility in January 2020.

Plant, we completed a $1 million
project to inspect and rehabilitate
two deep well pumps.

COMPRESSED
NATURAL GAS (CNG)
The District dispensed more
than 1.9 million gasoline gallon
equivalents (GGE) of CNG in
our service territory in 2019.
This is the equivalent of more
than 3,000 residential homes’
annual gas usage and surpassed
our previous calendar year
high by over 200,000 GGEs.
Metro, the Omaha area’s mass
transit provider, continued to
operate more than 20 CNG buses
in its fleet, and will introduce nine,
60-foot articulating CNG buses
in 2020 to provide service for a
new bus rapid transit system.
We anticipate another strong year
of growth with the potential of a
new private CNG station for the
City of Omaha refuse contract. If
dispensed GGEs were considered
one customer, the “CNG customer”
would be the District’s ninth
largest natural gas consumer.

We used hydro demolition during
the rehabilitation of our 22-milliongallon Basin 1 at the Florence
Plant. The contractor operated a
robot to shoot high-pressure jets
of water to remove the old layer of
concrete. The basin was resurfaced
and returned to service in
November. A project to rehabilitate
Basin 2 is planned in 2020.

Whenever possible, we
coordinated IR projects
in conjunction with road,
redevelopment and city sewer
separation projects to save money
and minimize disruptions to the
community. We also developed
a proactive stakeholder outreach

At the 117th and Fort Propane Air
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loyalty to the brand or customer relationships.
After technician appointments, customers
are asked to rate their experience and if they
would recommend the District to others.
In 2019, the average score was 87. Scores
above 70 are considered excellent.

preferred price. We created a website landing
page and launched a direct mail campaign
in early 2020 to introduce HomeServe
and its product to our customers.

SUPPORTING COMMUNITY
ORGANIZATIONS

In March, we implemented a text ahead
feature for appointment confirmation and
reminders. Through a series of automated text
messages, a customer is informed throughout
the process, including the estimated arrival
time of the technician and a picture of the
technician for identification purposes.

In addition to our M.U.D. On Tap events, our
employees participated in a variety of activities
to support community organizations. We held
the 12th annual Heat the Streets Run & Walk
for Warmth at Aksarben Village, raising more
than $80,000 for energy assistance programs.
Since 2008, the event has raised more than
$1 million to help low-income customers.

COMMUNITY ENGAGEMENT
AND PARTNERSHIPS

ORGANIZATIONAL EXCELLENCE
We launched several initiatives to
strengthen employee and public
engagement, and to build a culture around
improving the customer experience.

EMPLOYEE ENGAGEMENT
AND DEVELOPMENT
The District implemented quarterly one-on-one
meetings for supervisors and their supervisory,
professional and administrative employees.
These meetings provide an opportunity for
discussion focused on the employee’s goals,
individual development and career path.
In December, we completed the Employee
Central project, an update to our Human
Resources system that provides easier, more
efficient employee self-service options.
Employees can manage their personal profile
information and make updates as needed.

PROCESS EFFICIENCIES
We joined our Measurement and Meter
Reading divisions to form the Meter
Services Division. The combination of the
two measurement-related areas provides
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for a single business unit to drive, manage
and operate metering functions to include
testing, repairing and reading gas and water
meters. The move has created a structure
to allow for employee development by
providing cross training and additional
career opportunities within the division.
We also anticipate a higher level of quality
assurance and opportunities to streamline
internal processes across the division.
Over the last year, Stores and Purchasing
standardized cordless tools used by
Construction, Water Distribution and Gas
Distribution to a single manufacturer. Following
extensive evaluation, a contract was awarded to
a manufacturer, streamlining the procurement
process and significantly reducing the amount of
inventory maintained and service repairs made.

CUSTOMER EXPERIENCE
We updated service standards and provided
training sessions for our field employees.
In addition, we began measuring customer
satisfaction through a Net Promoter Score,
which is a tool that can be used to gauge

Employees participated in the United Way of
the Midlands’ annual drive, donating more
than $107,000 to support local community
programs. In addition, employees participated
in a diaper drive for the Nebraska Children’s
Home Society and a toiletry drive for the
Siena Francis House homeless shelter.

In spring 2019, we introduced M.U.D. On Tap,
a water brand to promote our safe, high quality
tap water. We first rolled out the campaign
to our employees and then to our customers
and the general public, with the unveiling
of our mobile hydration station. The station,
including eight water faucets, can provide up to
300 gallons of cold, refreshing water. People
of all ages filled their reusable bottles at a
variety of events, including farmer’s markets,
concerts, run/walk events and festivals.
During the summer, we also helped sponsor
hydrant parties coordinated by the City of
Omaha Parks and Recreation Department. Our
water mascot Thirstin interacted with families
and we handed out treats to the children.
Through these and other events, we developed
valuable community partnerships with
Aksarben Village, the Parks and Recreation
Department, Nebraska Humane Society, Omaha
Corporate Cup and Keep Omaha Beautiful.
We plan to expand these efforts in 2020

NEW OFFER FOR RESIDENTIAL
WATER CUSTOMERS
We entered into a relationship with
HomeServe USA, an independent provider
of home emergency repair programs, to
offer our residential water customers an
optional warranty coverage plan to help
protect their exterior water service line at a

A team of employees helped build a house
for Habitat for Humanity and the District
provided the mobile hydration station at
an event for the volunteer workers.

“ We were excited to help
M.U.D. introduce its “On Tap”
mobile hydration station to
the public during our summer
farmer’s market and concert
events at Aksarben Village. Our
attendees enjoyed access to
free, refreshing water for their
refillable water bottles and
pet bowls. We look forward to
expanding our partnership with
M.U.D. to promote tap water
as a sustainable choice.”

LISA BOCKMAN

Marketing and Special Events Coordinator,
Noddle Companies
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EDUCATION AND
MENTORING PROGRAMS
We understand the importance of supporting
educational, mentoring and career
exploration events to inform and prepare
the next generation of employees.
Our Employee Speakers Bureau reached
thousands of customers by giving
presentations on gas, water and energy
conservation topics for schools, civic
organizations and community events.
For the seventh year, we participated in the
Partnership 4 Kids mentoring program through
Omaha Public Schools, with employees
serving as Book Buddies and Goal Buddies.
In association with the Greater Omaha
Chamber of Commerce, we participated in
the Careerockit program and hosted two high
school groups at our Florence Water Treatment

Plant. Our employees talked about their careers,
presented a water treatment demonstration and
led group tours of the plant. In the summer, we
hosted a group of educators for a week-long
internship to learn more about the District’s
operations to take back to their classrooms and
share career information with their students.
The District is a proud supporter of Metropolitan
Community College’s (MCC) Culinary Arts and
Construction programs and offers scholarships
for students going into those career fields.
We also partner with MCC for their annual
ICA High School Culinary Invitational.
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