
1 
 

Dublin San Ramon Services District 
Dublin, CA 

 
I. Respondent and Presenter: 
 

Michelle Gallardo, HR and Risk Supervisor 
 

 
II. Treatment Plant Characteristics: 
 

• Wastewater and Recycled Water Treatment and Water 
Distribution System 

• 128 employees (116 filled) 
• 188,000 customers served 

 
 
III. HR in the Time of Covid-19 
 
 
A. Description: 
 

Since COVID-19 hit the nation in March 2020, how has day-
to-day work changed at your utility/agency? Do non-essential 
staff work from home, at work, or a combination of both? 
 
About 50% of our agency is working from home. This is 
dramatically changed the way we work together and 
complete essential functions. SOPs required changes to 
account for remote work, new safety protocols for all groups 
required review, teams adjusted their communications, 
schedules were adjusted for social distancing, and training 
for staff on all these changes! 
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B. What percentage of staff work off-site and how 

is that working out? 
 

As mentioned, we have about 50% of our staff (mostly 
administrative or engineering) working from home. So far, 
we are getting by, but there is some loss of efficiencies in 
some areas, mostly from communication gaps or technology 
challenges. 

 

C. What barriers/challenges have you encountered 
in planning and implementing the change? 

 
Some challenges we have faced included fast-changing 
county mandates, OSHA and CDC guidance, safety 
requirements (such as respiratory protection standards for 
N95 masks), limits on supply availability, employee fear and 
concern for health and safety (union communications). 

 
D. Are there any benefits from the change? 
 

We had to quickly adapt our technology to allow employees 
to continue working. We rolled out MS Teams, which has 
been a wonderful tool to help with communications between 
work units, allowing for quick flow of information, and in 
some cases, improved over meetings. 
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E. How has working from home affected staff 
competencies and training needs? 

 
Working from home requires self-direction and the ability to 
communicate effectively. Supervisors of staff who are 
working from home have had to change how they interact 
with their team, and to take different approaches with task 
assignments, training on new tasks, training new hires, and 
ensuring the team is coordinating with each other effectively. 
Employees are learning to be more resourceful, thinking 
creatively to get the work done in light of social distancing, 
and finding ways to ensure essential work gets done. 

 
F. What are the lessons learned so far? 
 

Prepare! We did not have a pandemic action plan, as was the 
case with many other organizations, and we quickly made 
this a priority of the Task Force. We also learned that some 
people are better at working from a distance than others, 
and that some people thrive on collaboration and personal 
interactions with others. Some people struggled with WFH 
arrangements, while others had dramatically-improved 
efficiency and performance. We learned new ways to 
communicate and streamline; there is still a lot of 
streamlining going on. 

 
G. What are your plans for the future, post-Covid-

19? 
 

Our GM has indicated that teleworking arrangements are only 
in place during the emergency declaration and will not 
continue as a regular work assignment after the pandemic is 
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over. I do think that with this experience, we have a much 
better understanding of the benefits and limitations of 
teleworking, and may consider it for some specific types of 
work, as a tool we might use to allow ourselves flexibility. 

 

 

 

 
 


