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Executive Summary 
 

MWS’s Spill and Overflow Response Plan 

 

The Spill and Overflow Response Plan (SORP) outlines the actions Metro Water Services (MWS) will 

take to reduce the impact of sanitary sewer overflows (SSO) and combined sewer overflows (CSO) on 

our customers and the environment as well as to comply with regulatory requirements.  

 

1. Staff Communication and Duties 

To ensure that MWS is made aware of each SSO as expeditiously as possible, there are several 

methods by which SSOs will be identified. Overflow notifications commonly originate from 

individuals who witness the event and call MWS’s Customer Service Center (CSC) at 862-4600. CSC 

representatives or MWS Dispatcher take reports ranging from manhole overflows to back-ups on 

private property. MWS employees/field crews, city employees, 911, or other agencies may also report 

an SSO to the MWS Dispatch. Some response calls originate in the Control Room at the Omohundro 

Water Treatment Plant as a result of the Department’s Supervisory Control and Data Acquisition 

System (SCADA) monitoring pumping stations. Automated systems, such as ADS flow monitors with 

Intelliserve alert MWS that an investigation is warranted. The processes by which SSO are reported 

and the actions generated from a report of an overflow are detailed in Section 4. The responsibilities of 

MWS employees charged with responding to SSO are outlined in Section 3. 

 

2. Prompt Response to SSO 

MWS performs pre-emptive site visits of known wet-weather overflow locations during certain rainfall 

events. Although field conditions can vary that may result in an overflow (water table, rain intensity, 

etc.), these site visits are based on historic overflow activity during certain rainfall events. These 

investigatory activities are documented in MWS Computerized Maintenance and Management System 

(CMMS) and any required follow-up action is performed in accordance with this SORP. For reported 

overflow events, MWS will make reasonable efforts to respond to a reported SSO with qualified and 

equipped personnel within sixty (60) minutes of being notified. Allowances will be made to ensure that 

the safety of the First Responder and the public is the first priority. As with all field work, records of 

verified SSO activities, including response times, will be maintained. The details pertaining to the 

response to SSOs will be stored in a database that will be used for reporting and to analyze and evaluate 

the performance of the department. All overflow activity will be documented including events that 

result in sewage backing up into homes and businesses as a result of public infrastructure issues.  

 

3. Assessment of Cause and Impact 

An important first step is the identification of the cause of an SSO. The various causes will determine 

the type of mitigation or remediation that is most appropriate. Wet weather overflows are usually 

caused by inflow and infiltration (I/I), while dry weather overflows may result from blockages caused 

by roots, debris, grease or a combination of some or all. An SSO occurring during rain events may be 

as a result of a combination of I/I and blockage. At locations that are not chronic wet-weather overflow 

locations, MWS will perform closed circuit television (CCTV) work when conditions allow to 

determine whether there is a defect or blockage that may be contributing to the overflow. Subsequent 

corrective action is taken as required. 

 

When evaluating the potential impact of an SSO on public health and the environment, sensitivity 

factors will be evaluated. These factors will determine the level of public notification and cleanup 

activity required. These sensitivity factors may include proximity or impact to: 
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• Streams, creeks, and other natural waterways  

• Heavy pedestrian or developed areas 

• Special facilities such as schools, public parks, walking trails, etc. 

 

The process by which MWS will assess if an SSO has had any adverse impact on human health or the 

environment is described in Section 4.  

 

If a backup has occurred on private property, MWS will respond in accordance with the SORP. MWS 

will conduct an investigation to determine if the cause is a problem in the MWS system, or is as a result 

of a failure on the customer’s side (considered private trouble). The process by which a property owner 

may follow to dispute MWS’ determination that a building backup is caused by a failure in their private 

lateral is outlined in Section 4.  

 

4. Elimination of Cause and Mitigation of Impact 

Once the cause of an SSO has been identified, the proper type of remediation can be chosen. Section 4 

summarizes common abatement resolution activities and repairs that can be used independently or 

combined based on field conditions and television inspection. The MWS resources, including personnel 

and equipment needed and available to perform these activities and repairs, are listed in Section 3. 

When possible, flow diversion techniques provide an effective means of conveying the overflow back 

into the sewer system. This procedure reduces additional potential impact on the immediate area and 

the possible impact downstream. Flow diversion techniques employed by MWS when practicable are 

listed in Section 4. Where practical, control zones will be established for SSOs as needed to help 

prevent public access around the perimeter of the affected surface area using appropriate signs and 

barricading practices. Other methods for minimizing human contact with overflows can be found in 

Section 4 along with standard containment procedures for typical SSOs. 

 

5. Cleanup of SSO 

After an overflow has occurred that creates an area of impact, MWS’s cleanup will be thorough and 

comprehensive. General practices, depending on the individual situation, are outlined in Section 4. To 

minimize any impact on human health or the environment, follow-up inspections and root cause 

analyses will be performed to identify the specific cause of the overflow. Methods for determining the 

causes of SSO may include television inspection, smoke testing, visual inspection, etc. If a building 

backup is found to be caused by a collection system failure on the public main, MWS notifies Metro 

Nashville Legal Claims to discuss claims and possible compensation with the customer. Also, personal 

property remediation assistance to the affected property owner(s) is coordinated by MWS. If a building 

backup is found to be caused by a service lateral failure, the customer will be advised that the public 

collection system is functional and that they may need to seek the services of a third party (plumber) to 

remedy the problem. If efforts on the part of the customer to remedy their service lateral failure are 

unsuccessful, and owner has provided clear and open access to service line, MWS will perform any 

investigatory and corrective work on portions of the customer’s service lateral that are inside the right-

of-way or easement. Residential customers will not be charged for this service. Commercial customers 

will be charged the actual cost of this service. 

 

6. Routine Reports to the Public 

MWS will provide an initial notice to TDEC of an SSO or unpermitted CSO within twenty-four (24) 

hours of the time the overflow is identified, as required by NPDES permits. The complete reporting 

process that includes the initial and Monthly Overflow Reports by which MWS notifies TDEC is 

summarized in Section 4. MWS will post a monthly summary of each CSO and SSO on the Clean 

Water Nashville web site.
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Section 1 
 

1.0  Definitions 

This section is designed to help familiarize readers with common terms and acronyms used 

in this report. It includes basic definitions of a sanitary sewer system and sanitary sewer 

overflows which will give readers an overview to help understand the following sections. 

 

1.1  General Definitions 

Basin: Basins are small portions of the sanitary sewer system separated by boundaries of 

natural topography or system configuration (i.e. pumping stations). Separating the system 

into basins allows MWS to better identify and monitor system performance in those 

smaller areas. 

 

Building Backup: A building backup means a wastewater backup into a building that is 

caused by blockages, malfunctions, or flow conditions in the collection system. A 

wastewater backup into a building that is caused by a blockage or other malfunction of a 

private lateral (service line) is not reported as a Building Backup. 

 

Catch basin: an open to the surface structure used to collect surface run-off including rain 

and surface waters. This structure is connected to a gravity piping system or mechanically 

pumped facility used to transport to discharge locations. 

 

Clean Water Nashville Overflow Abatement Program (CWNOAP): The CWNOAP is 

the capital improvement program to comply with the Consent Decree. The CWNOAP 

consists of elements to implement the improvements recommended by the Corrective 

Action Plan/Engineering Report (CAP/ER) to mitigate SSOs and the recommended 

improvements of the Long Term Control Plan to mitigate CSOs. The program also includes 

sewer rehabilitation of areas not included in the CAP/ER to insure the remainder of the 

sewer system does not further deteriorate. 

 

Cleanout: A cleanout is a vertical pipe with a removable cap extending from a private 

service lateral to the surface of the ground. It is used for access to the private service lateral 

for inspection and maintenance. 

 

Closed-Circuit Television (CCTV): MWS uses closed-circuit television to visually 

inspect the internal condition of pipes and sub-surface structures. 

 

Collection System: The network of pipes, manholes, and associated equipment that 

transports wastewater from homes and businesses to the treatment plant is referred to as 

the collection system.  

 

Combination Cleaners: Combination cleaners are mechanical equipment with flushing 

and suction capabilities. This equipment is used to clear or collect wastewater and related 

debris from the sanitary sewer system. 
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Combined Sewer Overflow (CSO): An overflow of combined storm and sanitary sewage 

in MWS’ 450 miles of combined sewer system (downtown). 

 

Combined Sewer System (CSS): A sewer collection system that collects both storm and 

sanitary sewage in the same pipe. MWS’ CSS enables collected sanitary and stormwater 

flows to be transported and treated at the Central WWTP. 

 

Computerized Maintenance and Management System (CMMS): The Computerized 

Maintenance and Management System (currently Hansen) maintains records of assets 

including physical properties and any maintenance and repair records. It also generates 

work orders and facilitates workflow to other systems, such as Mobile Dispatch, (see 

MWM, Mobile Workforce Management System), or between departments. 

 

Consent Decree: The legal agreement between MWS and the EPA, U.S Department of 

Justice and TDEC requiring improvements to reduce CSOs and SSOs. 

 

Control Room: MWS’s Control Room is an operating center at the Omohundro Water 

Treatment Plant that monitors pumping station, reservoirs and other infrastructure for 

operating status. Controls and alarms throughout the system alert the Control Room of 

any anomalies that may result in investigation and correction. The Control Room 

interfaces with Route Services, Sewer Maintenance, CSC Dispatch and other managerial 

and supervisory personnel in the notification of system issues. The Control Room is 

staffed 24/7/365. 

 

Customer Information System (CIS): The Customer Information System (currently 

Enquesta) maintains records of account numbers, premise details, and other customer 

information. It also generates work orders and facilitates workflow to other systems, such 

as Mobile Dispatch (see MWM, Mobile Workforce Management System), or between 

departments. 

 

Customer Service Center (CSC): MWS’s Customer Service Center handles requests for 

emergency service including but not limited to outage, overflow reports, or other 

complaints. 

 

Disruption of Service: A disruption of service is an interruption in customers’ sanitary 

sewer service due to various reasons, such as blockages, pipe failures, etc. 

 

Dry Weather CSO: An overflow of untreated sewage from a combined sewer system due 

to flow restrictions or system disruptions not caused by wet weather. 

 

Dry Weather SSO: An overflow of untreated sewage from a sanitary sewer system due to 

flow restrictions or system disruptions not caused by wet weather. 

  

Environmental Protection Agency (EPA): United States Environmental Protection 

Agency. 
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First Responder: Typically a designated sewer maintenance employee or any qualified 

MWS employee who performs initial inspection of a suspected or reported SSO activity. 

 

Force Mains: A pressurized line that conveys wastewater from a pump station. 

 

FROG: Fats, Roots, Oils and Grease are components that affect collection system 

performance and are a source of system discharges. MWS has a dedicated FOG Program 

that manages, tracks and reports on all related activities. The “R” of FROG includes and 

other evidence of system blockages not related to grease, such as roots. MWS will follow-

up as appropriate with an inspection at a prescribed period of time.  

 

Full Time Equivalent (FTE): An employee working at least forty (40) hours per week and 

receives full benefits. 

 

Gravity or Main Lines: Gravity or main lines represent the largest portion of the MWS 

system. They use changes in elevation to transport sewage between points by gravity. 

 

Impacted Areas: Impacted areas are sites where sanitary sewage has collected or areas 

that have been adversely affected as the result of an overflow from the sewer system.  

 

Inflow and Infiltration (I/I): extraneous surface or ground water that enters the sanitary 

sewer. 

 

Infiltration: Infiltration is the introduction of groundwater into a sanitary sewer system 

through cracks, pipe joints, manholes, or other system leaks. 

 

Inflow: Inflow is the introduction of extraneous water into a sanitary sewer system by 

direct or inadvertent connections with storm water infrastructure, such as gutters and roof 

drains, uncapped cleanouts, and cross-connections with storm drains. 

 

Interactive Voice Response (IVR): MWS’s automated Interactive Voice Response 

system, which gives callers to the Customer Service Center various options to direct their 

calls appropriately. It also enables out-bound calls to customers affected by collection 

system problems such as grease, roots, and/or debris that is not acceptable in sanitary sewer 

collection systems. 

 

Lift or Pumping Station: A lift or pump station is a mechanical method of conveying 

wastewater to higher elevations. 

 

Manhole: A manhole provides a connection point for gravity lines, private service laterals, 

or force mains, as well as an access point for maintenance and repair activities. 

 

Mobile Workforce Management System (MWM): MWM is a workforce management 

system that includes desktop management for dispatchers, schedulers and GPS (Global 

Positioning System) for crew location. MWM uses cellular phone technology to transmit 

field orders directly to field crews through laptop computers located in various MWS 
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vehicles to reduce response time. Field activity is then entered by the field respondent and 

uploaded into the CIS and CMMS as the field order is completed.  
 

MWS: Metro Water Services. 

 

Nashville - Davidson County - Metro Water Services (MWS) Geographic 

Information System (GIS): The GIS is an automated mapping and geographic 

information system created, owned, and funded by the City of Nashville, Davidson 

County, and MWS. The GIS maintains digital geographic data for all of Davidson 

County, Tennessee. Some of the core mapping information, including topography and 

aerial photography, are managed by Metro Planning Commission, while other map 

“layers,” such as property, utility information, and address data, are maintained by the 

respective Metro Nashville departments.  

 

Private Service Lateral: Private sewer lateral shall mean that portion of a sanitary sewer 

pipe, which is not owned or operated by MWS, that extends from a structure to the point at 

which such pipe connects to the MWS collection system. 

 

Public System: Public system refers to MWS’s sanitary sewer system, excluding private 

service laterals and connections with private systems.  

 

Sanitary Sewer Overflow (SSO): SSO shall mean an overflow, spill, or release of 

wastewater from the separated sewer system, including: (a) all Unpermitted Discharges; or 

(b) overflows, spills, or releases of wastewater that may not have reached waters of the 

United States or the State; and (c) all Building Backups excluding those caused by private 

service lateral failure. 

 

Sanitary Sewer System: A sanitary sewer system collects, conveys, and treats residential, 

commercial, and industrial wastewater through a complex network of infrastructure that 

includes these components: 

• Private service laterals 

• Gravity or main lines 

• Manholes, catch basins or junction boxes 

• Sewer lift or pump stations 

• Force mains 

• Treatment plants. 

 

Sanitary Spill and Overflow Response Plan (SORP): The MWS SORP provides 

structured guidance, including a range of field activities to choose from, for a uniform re-

sponse to overflows. 

 

Sewer Maintenance (SM): Sewer Maintenance focuses specifically on collection system 

preventive and corrective maintenance activities. SM team members have diverse 

backgrounds, including collection system operation, safety, engineering, process 

improvement, and communications. In certain locations within this document, SM may 
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include collection system sewer maintenance performed out of the System Services 

Division and pumping station sewer maintenance performed out of the Operations 

Division’s Route Services Section. 

 

Stormwater NPDES Section: MWS utilizes the NPDES Section of the Stormwater 

Division to assist in the investigation, remediation and public notification of sewer 

overflows within the Nashville Davidson County watershed. 

 

Supervisory Control and Data Acquisition System (SCADA): SCADA is the automated 

sensory control equipment that monitors the operation of the pumping stations and other 

components of the collection system. The SCADA system will convey alarms when 

predetermined conditions occur. Monitoring parameters include, but are not limited to, 

power failures, high wet well levels, equalization tank levels, pump and equipment failures 

and conditions that could potentially cause overflows. 

 

Suspicious Substance: Any material not normally found in a wastewater system, 

including, but not limited to, caustic substances. 

 

TDEC: Tennessee Department of Environment and Conservation. 

 

Unpermitted Overflow: An overflow of pollutants from any location within the treatment 

works which reaches waters of the United States or the State, and which is not authorized 

by an NPDES Permit, including but not limited to any SSO which reaches waters of the 

United States or State. 

 

Waters of the State: Waters of the State shall have the same meaning as “Waters” defined 

at TCA § 69-3-103 (33). 

 

Wet Weather Overflow: A discharge of untreated sewage from a sanitary sewer system 

due to excessive flows during rain events or elevated ground and surface water conditions.  

 

1.2 Types of Overflows 

Sanitary sewer overflow is an encompassing term to describe the overflow of sewage from 

a sanitary sewer system anywhere except at a permitted overflow point. The SORP is 

developed to address unpermitted overflows under the following two fundamental types:  

  

• Wet Weather Overflows 
Wet weather overflows result from excessive flows during significant rain events 

and/or elevated ground and surface water conditions. They can be attributed to a 

number of factors, including, but not limited to, the following: 

• Downspouts 

• Footing drains 

• Sump pumps 

• Leaking service laterals 

• Inflow and Infiltration 
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• Dry Weather Overflows 

Overflows during dry weather are most often caused by flow restrictions or system 

disruptions. Dry weather SSOs can be attributed to a number of factors including, but 

not limited to, the following: 

• Bottlenecks and/or blockages 

• Grease 

• Roots 

• Debris 

• Mechanical or electrical failures 

• Sewer main breaks 

 

Combined Sewer Overflows (CSOs) are typically overflows through permitted outfalls 

occurring during wet weather. Wet weather CSOs are allowed under the Central WWTP 

NPDES permit and are not violations. All of the MWS CSO outfall sites discharge directly 

to the Cumberland River and typically do not pose a public health hazard. A discharge 

from the Combined Sewer System during dry weather is a violation, and may require 

response under the SORP if the overflow creates an impacted area. In the event a dry 

weather CSO creates an impacted area the overflow will be treated as an SSO under the 

SORP. 

 

The SORP Goals discuss the type, location, destination, cause, impact, and containment 

and remediation requirements of unpermitted overflows, as well as prevention measures. 
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Section 2 
 

2.0 Process Overview 

MWS continues to work to provide an efficiently designed, maintained, and operated 

sanitary sewer system to safely collect and convey sewage to a wastewater treatment plant 

for appropriate treatment and discharge.  

 

An SSO occurs when sewage escapes from the sanitary sewer system anywhere other than 

at an approved discharge point. An SSO can result from flow restrictions or system 

disruptions, or it may also result from excessive flows caused by elevated ground and 

surface water during significant rain events. 

 

MWS developed the SORP to reduce the impact of an SSO on our customers and the 

environment and to comply with regulatory requirements. It provides structured guidance 

for response to overflows, including a range of appropriate and effective field activities to 

meet the needs of each situation. MWS will use its discretion and best professional 

judgment to evaluate each event and choose the appropriate remediation tools and any 

needed long-term corrective action. 

 

2.1 Process Objective 

MWS’s response to an SSO begins when a customer, MWS employee, internal automated 

system, or outside party reports a possible overflow. The SORP is intended to 

• Protect public health and the environment 

• Satisfy regulatory agencies and discharge permit conditions that require procedures for 

managing sewer overflows. 

 

2.2 Scope and Summary 

The SORP entails a series of steps or procedures that begins with a report of a possible 

SSO in the MWS system. The notification initiates a series of protocols to confirm the 

report, reduce the impact on the environment, report the occurrence to the appropriate 

individuals and agencies, and track the occurrence to help reduce or eliminate further 

incidents.  

 

These are the key components of MWS’ SORP: 

• Receive, record, and dispatch calls in response to notification of a possible SSO 

• Monitoring known wet weather active and watch list (chronic wet-weather) locations 

for overflow activity 

• Assess the reported occurrence 

• Determine if the cause of the SSO falls under MWS’s area of responsibility or is a 

private lateral issue 

• Contain and recover the overflow, when practicable, to reduce any further negative 

impact 

• Resolve system disruption  

• Advise customers if the overflow is due to a problem on their property 

• Implement appropriate notification procedures 
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• Track SSO occurrences 

• Establish procedures to assess adverse impact to human health and the environment 

• Develop and implement any needed system improvements. 
 

2.3 Assumptions and Limitations 

MWS initiates the SORP promptly after notification of a possible SSO from a customer, 

passerby, emergency agency, or other individual or entity through the MWS Dispatch or 

when alerted directly through SCADA.  

 

The CSC is the primary contact for customers who have utility questions or need to report 

problems with their service, such as wastewater trouble. The CSC is staffed 24-hours a day, 

seven days a week. CSC personnel receive customer calls and enter the information 

regarding the customer request or concern into the Customer Information System (CIS) 

and/or CMMS. The MWS Control Room, utilizing SCADA, may also initiate needed field 

response. Any wastewater trouble calls are immediately transmitted to First Responder to 

initiate the SORP field response.  

 

Once dispatched, the process may vary depending on these factors: 

• Determination of responsibility 

• MWS’s wastewater system 

• Customer’s private lines 

• Location of SSO 

• Potential impact on health and the environment. 

When evaluating the potential impact of an SSO on public health and the environment, 

sensitive factors will be identified. These factors will determine if additional response 

activities are required and whether to consult with regulatory assistance agencies. 

 

Sensitive factors include, but are not limited to: 

• Streams, creeks, and other natural waterways  

• Heavy pedestrian or inhabited areas 

• Special facilities such as schools, public parks, walking trails, etc. 

 

A backup caused by failure in the customer’s private system is referred to as “private 

trouble.” If MWS identifies the problem is on the private portion of the system, the 

customer is notified. In these situations, the customer (often through a plumber) is 

responsible for any repair or cleanup required. Depending on the severity of the problem 

and its impact to public health and safety, MWS may also notify the local public health 

authority for assistance. If the customer’s effort to correct the problem are not successful 

and are inside the public easement or right-of-way, MWS will assist in performing any 

needed corrective action. This is reflected in the Metro Nashville Davidson County Code 

which states:  

 

15.40.020 - Regulation and enforcement—Authority of director. 

 

The director is authorized and directed to promulgate and enforce such rules and 

regulations as he may deem necessary for the enforcement of this chapter and for 
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the safe, economical and efficient management, control and protection of the 

government's public sanitary sewerage system. The director of the metropolitan 

public health department may require connection to the public sewerage system in 

accordance with this chapter when public health concerns are identified. 

 

15.40.050 - Maintenance of service connection—Owner's and department's 

responsibility. 

 

A. The owner will own and maintain his sewer service line from the public sewer 

main to the structure served.  

 

B. If the owner experiences sewer service interruption as a result of a sewer 

service line failure and has demonstrated a good faith effort to remedy the 

problem, the department shall make any necessary repair on the portion of sewer 

service line inside the public right-of-way or easement from the main to the 

boundary of right-of-way or easement. Provided, however, that before the 

department will make such repairs, the owner must provide an excavated clear and 

open access to the sewer service line at the right-of-way or easement boundary. 

Residential customers will not be billed for any repair performed by the 

department under this section. Commercial customers shall pay all costs of repair 

incurred by the department under this section and such costs shall be billed on the 

customer's next bill.  

 

MWS will provide the same level of response to a building backup as prescribed for a SSO 

in the SORP. If a problem in MWS’s system causes a backup into a building, MWS 

notifies Metro Nashville Legal Claims to discuss claims and possible compensation with 

the customer. MWS maintains emergency contracts with contractors and cleaning agencies 

that are equipped to address damage caused by the backup.  

 

For backup emergencies, MWS personnel can contact the Claims Department staff on shift 

or on-call through the weekly generated emergency contact list (On-call). This list of 

contacts includes personnel involved in emergency response including but not limited to 

repair, water quality (NPDES), laboratory (monitoring), claims, etc.  

 

MWS is a steward of the environment, and the first priority at an overflow is containing the 

overflow to minimize possible harmful impacts to the environment and public health to the 

extent reasonably possible. If the cause of the disruption of service and ultimately the SSO 

is found to be a private issue, then MWS representatives will notify the appropriate parties. 

Under those circumstances, MWS is not responsible for remediation although assistance 

may be offered in accordance with our Sewer Service Line Policy. 
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Section 3 
 

3.0 System and Organizational Structures 

Implementing the SORP requires these types of coordination among several MWS 

divisions and sections:  

• Effective and timely communication 

• Well-trained responders 

• Structured and concise response procedures 

• Accurate and comprehensive monitoring procedures 

• Continuous and scheduled re-evaluations of the plan.  

   

3.1 MWS Wastewater System 

Today, the MWS wastewater system serves a population of more than 726,000 customers 

in a 533-square-mile service area.  

 

The system is composed of:  

• 2,943 miles of gravity main lines 

• 160 miles of force main 

• 112 pump stations 

• 3 wastewater treatment plants. 

 

3.2 MWS Operational and Functional Structure 

MWS is a multifaceted organization with a systematic organizational structure in place to 

provide wastewater service, as well as water and stormwater services. The Sewer 

Maintenance Section of the System Services Division (SSD) performs scheduled and 

emergency maintenance on the collection system piping network. The Operations Route 

Services Section of the Operations Division performs scheduled and emergency 

maintenance and repair of the system’s sewer pumping stations. All work activities are 

recorded in the department’s CMMS. 

 

Execution and enforcement of the SORP includes professionals throughout MWS with 

backgrounds in engineering, wastewater collection system operations, process 

improvement, and communications.  

 

3.3  Resources for Customer Inquiries 

MWS’s CSC receives, records, and initiates response to customer inquiries or concerns 

through a dedicated phone number: (615) 862-4600.  

 

Representatives are employed in the CSC that may have responsibility of receiving, 

dispatching and documenting collection system emergencies and/or complaints. The 

Customer Service Call Center is staffed 24 hours a day, 7 days a week, including holidays 

and weekends.  

 

CSC enters information into CMMS, which translates it into a field activity. This 

information is collected and reported for operational review and compliance reporting.  
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3.4 Resources for Responding to SSO 

The MWS CSC and the MWS Control Room provides dispatching function 24 hours a day, 

seven days a week. These groups receive service requests from customers, employees or 

other notification systems, such as the SCADA system, and dispatches wastewater trouble 

orders to the appropriate MWS responder crew. 

 

Cell phones enable field communication to the First Responder to initiate the field 

component of the SORP. CMMS tracks the orders a crew has worked, the time spent on the 

event, and the resolution of the wastewater trouble.  

 

3.5  Resources to Respond to SSO Events at Pump Stations 

Route Services, within the Operations Division, is responsible for the operations and 

maintenance of MWS wastewater pumping stations. 

 

Each pump station is equipped with a SCADA system that monitors the operation of the 

stations. The SCADA system will convey alarms when predetermined conditions are 

present at the station. Monitoring parameters include, but are not limited to: power failures, 

high wet well levels, and pump and equipment failures that could potentially cause 

overflows. 

  

In addition to the continuous monitoring, each station is inspected on a regular basis. The 

frequency of these inspections is based on factors such as facility age, operating history and 

size of facility. Route Services maintenance personnel perform service and calibration of 

all instrumentation, such as flow meters, level sensors, alarms, and SCADA equipment, on 

a periodic basis.  

 

Route Services personnel serve as the First Responders for pump station trouble calls. For 

incidents that involves an overflow, Route Services executes the requirements of the SORP 

and takes the appropriate action to contain the overflow. Response to overflows that may 

involve pumping stations including high wet well alarms, force main breaks, etc. will be 

coordinated with Route Services 

 

3.6  Engineering Activities  

The CWNOAP objective is to eliminate extraneous flow in the collection system thus 

eliminating wet-weather overflows for prescribed rainfall events/conditions. The flow 

monitoring activity is a tool used in conjunction with other maintenance activities in the 

operation and maintenance of the collection system. Flow data is also used to calibrate the 

sewer model and to initiate investigation of collection system flow abnormalities. 

 

3.6.1 Clean Water Nashville Program Director  
The CWNOAP Program Director is a member of the Engineering Division 

Management Team. The Program Director and the Program Management Team 

develop and implement sewer system projects to comply with the Consent Decree 

through implementation of projects recommended under the CAP/ER and LTCP. 
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3.6.2 Flow Monitoring 
Flow Monitoring of the sewer system is a responsibility of the Engineering 

Division Management Team. Flow monitoring consists of data collected from 

MWS’ network of permanent and temporary flow monitors and rain gauges. This 

information is used to generate regulatory reports, as a diagnostics tool for 

collection system performance and needed improvement, and to assess the 

effectiveness of OAP projects. Work also includes the definition and execution of 

additional flow monitors to further develop collection system objectives, operation 

and reporting of the MIKE URBAN Sewer Model for capacity allocation and 

trending and special projects related to collection system performance. 

 

3.7 Equipment Resources 

See Table 1 below for a list of equipment resources available for sewer system 

maintenance and SSO response.  

 

Table 1 

SEWER MAINTENANCE AND REPAIR EQUIPMENT 

CCTV TRUCKS 

COMBINATION JET/VACUUM TRUCKS 

CREW TRUCKS (R&M) 

TANDEM 10-YD DUMPS 

BACKHOE/LOADER 

BACKHOE W/HYDL HAMMER 

BACKHOE TRAILERS 

PORTABLE AIR COMPRESSOR 

HYDL EXCAVATOR (TRACK) 

SMALL DUMPTRUCKS (2 1/2 YD) 

HYDL POWER UNITS W/PUMP 

REPAIR/MAINTENANCE SHOP TRUCK 

GENERATOR SERVICE/FUEL TRUCK 800 GALLON 

GENERATOR/SERVICE/FUEL & PUMP TRUCK 100 GAL. 

CRANE TRUCK/8-TON 

CRANE TRUCK/28-TON 

TRUCK/TRACTOR W/5,000 GAL TANKER 

TRUCK/TRACTOR W/LOWBOY 

CREW TRUCKS W/CRANE 

CREW TRUCK 3/4-TON 

SKID STEER LOADER 

PORTABLE GENERATORS 
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Section 4 Standard Operating Procedures 

 
4.0  SORP Goals and Procedures 

The goal of the SORP is to responsibly manage the sewer collection system, protect the 

watershed and document MWS’s procedure for consistently responding to SSOs. MWS 

will use its discretion and best professional judgment to evaluate each event and choose the 

appropriate response. 

 

The SORP details events from the time MWS receives notification of a possible overflow 

until the confirmed SSO is contained and the site is remediated.  

 

4.1 Notice of Possible SSO 

MWS may receive a report of a possible SSO in a variety of ways. Other than the known 

wet-weather locations, the most common notification comes from individuals who observe 

the event and call the CSC at (615) 862-4600. The Customer Service Call Center is staffed 

24 hours a day, 7 days a week, including holidays and weekends.  

 

When CSC representatives receive reports of potential wastewater problems, they initiate a 

Service Request through the CMMS as illustrated below. The call is then immediately 

dispatched to the First Responder. 

 

Upon initial site review by the First Responder, determination of action is made. For most 

situations a visual inspection of the upper and lower manholes is performed. This assists in 

determining if a sewer is holding flow and contributing to a surcharge or overflow. If 

holding of flow is observed, mechanical cleaning is then incorporated to address the 

problem. Where practical and necessary, containment measures are incorporated to prevent 

overflow access to any local stormwater systems or waterbodies. If the surcharge/overflow 

cannot be stopped and depending on environmental impact, further measures including 

bypass pumping and/or pumping into a vactor truck may be used. . CCTV is utilized if flow 

conditions indicate a potential blockage.  

 

In the event there is personal property damage as a result of a sewer overflow caused by the 

public system, property owners are availed support either through contract cleanup services 

through Metro Government and/or put in contact with Metro Claims for processing.  

  

Designated field crews also proactively look for overflows at “active and watch lists” 

locations that MWS has identified by tracking SSO that occurred during certain rain events. 

The crews initiate the survey based on predicted or recognized conditions that may cause 

wet weather SSO. Where hydraulically practical, flow monitors are installed, maintained 

and monitored in wet weather overflow locations. This enables MWS to report duration 

and volumes of overflow events with the intended purpose of defining needed system 

corrective action. 

 

In addition, automated systems also alert First Responders to possible problems. The 

SCADA system, for example, is installed on all pumping stations, and helps predict or 
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identify an event and determine the duration and volume. There are also historic overflow 

activity threshold alerts correlated to the system’s rain gages. A SCADA notification 

prompts dispatchers to contact the First Responder and/or Sewer Maintenance personnel 

either on shift or on-call, who investigate and remediate problems. Using a Web browser, 

IntelliServe by ADS Environmental Services allows MWS to monitor real time flows in the 

collection system at strategic locations. Rain data is combined with high depth 

identification to produce wet and dry weather-induced overflow alarm notifications. These 

alarm notifications can then be sent through email or directly to a phone for further 

investigation by MWS’ personnel. 

 

For all reports of possible sewer overflows, MWS collects the following information: 

• Time and date of the call 

• Name of person reporting the occurrence 

• Location of the event 

• Description of the event 

• Time noticed  

• Name and phone number of the caller 

• Any other information to help in response time, containment, and remediation.  

 

When CSC receives a report of wastewater trouble, the data is entered in the CMMS as a 

Service Request and dispatches to the MWS First Responder.  
 

Response Actions by category 

Response 

Level 
Definition Response Actions 

Emergency 

Pump Station Failure 

(Mechanical, Electrical, 

Electronic, or Power Supply) 

Collection System Overflow  

Dispatch First Responders 

and available crews if 

necessary 

First Responders will 

assess situation and begin 

SORP activities. They can 

request additional 

resources through 

dispatch. 

Routine Typical Wet Weather Events 

During/after wet weather 

events, Sewer 

Maintenance Crews 

investigate for activity or 

signs of activity for 

cleanup and any 

corrective action 

Sewer Maintenance Crews 

field verify each site and 

begin SORP activities.  

 

 4.2  Overflow Condition Assessment and Related Actions  

 

4.2.1 Locate Disruption  

To determine the total impacted area and the necessary remediation techniques, the 

responder must first identify the location of the disruption to the sanitary sewer 

system and the configuration of the infrastructure. 

 

The First Responder will have a digitized (GIS) or paper graphic of the sanitary 
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sewer system to determine the infrastructure configuration and the necessary 

investigation points to be evaluated, such as downstream manholes, types of 

connections and other infrastructure or potential problem areas. 

 

4.2.2 Identify Impacted Area 

After locating the disruption, the next step is to identify the total impacted area. The 

Responder will trace the impacted area and determine what environmental impacts 

and potential hazards to public health are present and take the appropriate steps. to 

mitigate the problem. Factors to be included in evaluating the impacted or potenti-

ally impacted area, include, but are not limited to the following: 

• Streams and creeks and other natural waterways 

• Stormwater infrastructure 

• Private property 

• Public safety and accessibility 

 

4.2.3  Establish Control Zone Procedures  

When the First Responder identifies an area impacted by an SSO, the next step of 

the initial overflow response stage is to develop and implement a control zone 

around the impacted area. The control zone will help prevent public access around 

the perimeter of the affected surface area using appropriate signs and barricading 

practices. The purpose of the control zone is to warn those who may enter this area 

of potential health hazards associated with contact with an SSO. The temporary 

signs and barricades will warn passersby to avoid contact with this area. This 

activity may be coordinated with MWS NPDES Section and/or TDEC 

representatives as appropriate.  

 

4.2.4 Assess the Site  

After the total impacted area has been identified and a control zone installed, the 

next step for the First Responder is assessing the most appropriate response plan. 

The responders understand that each event may require a unique plan of action. 

Water quality monitoring may be necessary in situations where the volume of the 

overflow and the size of the receiving water body indicates concern for significant 

adverse impact. Consistent with standard operating procedures, First Responders 

should contact the MWS NPDES Section for dry weather overflows if adverse 

water quality impacts are indicated. 

 

MWS will employ reasonable means to remediate the site and restore service to 

customers. The First Responder will determine what resources should be used. The 

responder should request specific guidance immediately from the SSD Supervisor 

or other designated resources for unusual situations or to ensure the proposed plan 

of action will meet the goals of the SORP. For situations outside the capability of 

internal resources, contractors are utilized for any necessary remediation. 

 

4.2.5 Identify Resource and Technique Requirements 

MWS will use necessary response procedures and utilize appropriate resources to 

ensure that the goals of the SORP are satisfied.  
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The following resources are available as needed: 

• Trained personnel (Supervisors, Managers and Field Techs) 

• Excavation equipment 

• Combination and standalone cleaner/flusher equipment 

• Closed-circuit television equipment  

• By-pass pumping equipment 

• Other materials, such as sand bags, silt fences, lime, signs, barricades etc. 

• Regulatory Agency contact 

• Police Officers for needed site security 

• Contract services 

 

The responder will identify the necessary resources and techniques based on site 

accessibility, location of disruption of service, size of impacted area, and need to 

minimize the impact on the environment and the risk of hazards to public health. 

 

 4.2.6  Mitigate Further Impact on the Environment and Hazards to Public Health 

MWS will reduce the negative impact on the environment and hazards to public 

health by employing reasonable containment activities during overflow events 

where adverse impact to water quality or public health concerns may result. The 

timing for containment will depend on the potential for mainline jetting, vactoring 

or televising to either eliminate the blockage or discover any system failure creating 

the overflow. 

 

4.2.7  Determine Whether Suspicious Substances May Be Present 

The First Responder will determine if there are any possible suspicious substances 

in the overflow. If there is indeterminate material in the discharge or an atypical 

odor or coloration sampling and further investigation may ensue. For example, the 

First Responder will contact the MWS Environmental Compliance Section for site 

review and then subsequently the MWS NPDES Section as needed for guidance on 

protecting the watershed from any environmental impacts. 

 

If directed by the MWS Environmental Compliance Section, an interim control 

zone will be established while awaiting additional resource review by a hazardous 

materials (HAZMAT) team or the Metro Fire Department. Responders will take 

direction from the lead authority of the team until the area is deemed safe and then 

shall proceed with containment and remediation. 

 

4.2.8  Isolate or Contain SSO Overflows 

Containing spills is the concept of establishing a physical barrier to control the 

further dispersal of sewage thus reducing the impact on downstream areas such as 

private property and streams. An appropriately developed and established contain-

ment plan will consolidate the escaped sewage into a defined area. Vactors and/or 

combination cleaners are used to reclaim or vacuum the overflowed sewage as 

needed 
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Containment procedures will vary on a case-by-case situation based on adverse 

water quality impacts on public health concerns. The responders should request 

specific guidance immediately from the SSD Supervisor, MWS NPDES Section, or 

other designated resources for unusual situations or to ensure that the proposed plan 

of action will meet the goals of the SORP. 

 

MWS will reduce the potential negative impact on the environment and public 

health by employing practicable containment activities during dry weather or severe 

wet weather overflow events. Typically, the type of overflow event or the size of 

the overflow is the criteria for deciding the most feasible approach.  

 

Sandbagging or other constricting methods 

When site and weather conditions allow, entry points into the stormwater 

system may be obstructed with various methods that may include sand bags, 

hay bales, inflatable plugs, or simply redirecting the flow using construction 

equipment to “dam-up” areas with available materials. 

 

4.2.9  Filtration of SSO Overflows 

Filtering spills establishes a physical strainer to reduce the impact of solids, paper, 

etc., from the flow by stopping or reducing the spread to downstream areas, such as 

private property and streams.  

 

MWS will reduce the negative impact on the environment by employing practicable 

filtration activities during overflow events. Typically, the type of overflow event or 

the size of the overflow is the criteria for deciding if filtration or containment is the 

most feasible approach. 

 

This methodology would be used when other methods of containment are not 

practical. This method does not offer bacteriological protection for the surrounding 

area and responders exercise judgment to implement further measures to protect the 

watershed. 

 

4.2.10 Determine Whether Flow Diversion Techniques Are Practicable 

Flow diversion techniques provide an effective means of conveying the 

overflow back into the sewer system for certain types of overflows. This 

procedure reduces additional potential impact on the immediate area and the 

possible impact downstream. The flow diversion techniques that may be 

employed by MWS when practicable include, but are not limited to, the 

following: 

 

• By-passing measures 

Portable by-pass pumps can be used in certain situations to collect overflowed 

sewage from the environment and convey it back into the sanitary sewer system 

beyond the disruption of service. This method is most effective in bypassing a 

single identified problem area when the overflow can be directed to the next 

downstream manhole. It is not appropriate in wet weather overflows. This type of 
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equipment can be used in conjunction with other containment measures or may be 

used independently. 

 

• Vactor/Combination cleaner/flusher procedures 

Combination cleaner/flusher equipment provides an additional resource for col-

lecting overflowed sewage and conveying it back into the sanitary sewer system 

beyond the disruption of service. This equipment can be used in certain situations in 

conjunction with other containment measures or may be used independently. Like 

portable by-pass pumps, this equipment may not be effective in wet weather 

situations.  

 

4.2.11  Mitigation/Remediation Solutions 

The type of mitigation and remediation will vary depending on the cause of the 

SSO. Wet weather SSO are usually caused by inflow and infiltration (I/I), not by 

blockages or other problems in the system. Mitigation of wet weather overflows 

may not be possible until the overflow subsides, but if an impact area has been 

created, MWS will implement necessary steps to cleanup and disinfect the overflow 

site. 

  

Dry weather events may be addressed using several methods. The field profes-

sionals should identify the most effective method or combination of methods to 

return service to the system. Field crews should use television inspection to 

determine the most effective way to resolve any service disruption. CCTV inspec-

tion will identify the cause and location of the blockage and the necessary techni-

ques needed to eliminate it.  

 

The following summarizes common abatement resolution activities. These res-

olution techniques can be used independently or combined based on field 

conditions and CCTV inspection. 

 

• Roots/Grease 

Combination cleaner/flusher equipment is used to remove any grease, roots, or 

other obstructions from the line. A root cutter attachment may be necessary to 

remove the obstruction. Heavy roots and related pipeline integrity problems 

(through CTTV inspections) are reviewed for potential replacement and/or 

rehabilitation.  

 

• Collapsed Pipe/Sewer Breaks 

An emergency pipe repair is required to replace the defective or collapsed pipe. A 

work order will be initiated immediately and necessary containment and diversion 

procedures will be in place until the appropriate repairs are completed. 

 

• Mechanical Failures/Treatment Facility Malfunctions 

By-pass pumping or pump around may be used until the mechanical repairs are 

completed at the pump station or treatment facility. The responding crews 

should notify System Services to acquire additional support from construction 
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crews as soon as the emergency repairs are identified. 

 

• Remove I/I 

MWS will evaluate systemic wet weather SSO and implement corrective measures 

as part of the Clean Water Nashville Program. The Department’s submitted 

Corrective Action Plan / Engineering Report (CAP/ER) specifies projects and 

timeframes for more comprehensive system corrective action. 

   

4.2.12  Begin Cleanup 

MWS’s cleanup of the impacted area will be thorough and comprehensive. The 

extent and methods employed during cleanup will vary. Methods to be used may 

include wet vacuuming or other removal of spillage, containment, or bypass 

pumping to on-site tanker or nearby sanitary manhole. Private property cleanup as 

caused by public system failure will be accomplished through the services of a 

contractor. The MWS NPDES Section is involved as appropriate depending on 

overflow location, proximity to waters of the state and/or impact to the 

environment. 

 

MWS follows these general practices, depending on the individual situation: 

• Manual Practices 

Manual cleanup techniques use hand tools, such as rakes, shovels, brooms, etc., 

to remove readily identifiable material (sewage solids, papers, plastics, etc.) or-

iginating from the sewer system and properly dispose of it. 

 

• Disinfection Practices 
Apply lime or other disinfectant and deodorization agents in coordination with 

NPDES personnel.  

 

• Mechanical Practices 

When warranted, MWS will take extra steps (prior to disinfection) to remove 

contaminated soil. Mechanical cleanup techniques, for example, use specialized 

excavating equipment, combination cleaner/flushers, or by-pass pumps, etc., to 

remove impacted substances and properly dispose of them. This could include 

the removal of impacted soil if determined by the SSD Supervisor and/or MWS 

NPDES division. 

 

The goal of the cleanup practices is to restore the site to pre-event conditions. One 

or more of the practices may be required, depending on the size and duration of the 

overflow and the area impacted. An SSD Supervisor will perform a site visit to 

confirm site status after remediation for any follow-up work. 

 

4.2.13  Conduct Follow-Up Inspections 

For dry weather overflows, CCTV equipment, along with other investigative tools, 

will be used after remediation to verify the exact cause of the disruption and the 

success of the applied procedure or technique. Records of these activities are kept in 

CMMS.  
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4.3  Reporting and Notifications 

First Responders and/or SSD Crew Leaders managing the overflow correction are also 

responsible for completing and submitting the initial and any follow-up Overflow 

Notification Forms to TDEC. There is also collaboration with MWS NPDES Staff to 

ensure proper and complete handling utilizing appropriate best practices. Any public notice 

beyond what was necessary at the overflow site is then determined.  

 

 

4.3.1  MWS Overflow Notification Form: 

This form is transmitted to TDEC (Ann Rochelle) within 24 hours of an overflow. 

Update notices are also sent to advise of additional information as needed. All 

overflow incidences are reconciled on MWS’ Monthly Overflow Report to TDEC 

and are posted on the Clean Water Nashville Program website. (see below)  

 

Sewer Overflow Notification Form  

  

From: Metro Water Services – Nashville  

E-mail to: MWS SSD Overflow group  

MWS TELEPHONE NUMBER: 615-862-4600  

  

  

Date of this report (Today's date)  

Is this an original report for this overflow?  

Reported by  

Supervisor on Duty  

Date overflow was reported to MWS  

Time overflow was reported to MWS  

  

Date overflow was observed on site  

Time overflow was observed on site  

Date overflow ended  

Time overflow ended  

MH number (XXX-XX-XXX)  
If another location other than a MH, list the 
location 

 

Address nearest to the overflow  

Volume (Seep, Over 100 gal, or Over 1000 gal)  

Did sewage reach a body of water?  

IF Yes, which body of water?  

Did sewage enter the stormwater system?  

Corrective action taken (Removed blockage, etc.)  

Cause of overflow (see list below)  

Is any site cleanup necessary?  

Will the line be reported for follow-up televising?  

Additional Notes  
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4.3.2  Public Access Procedures 

This section describes actions MWS takes, with TDEC and other appropriate au-

thorities, to temporarily limit public access to areas potentially impacted by 

overflows from the wastewater collection system.  

 

4.3.3  Control Zones 

The First Responder will attempt to prevent public access by establishing a control 

zone around the perimeter of the affected surface area using appropriate signs and 

barricading practices. The temporary signs and barricades will warn passersby to 

avoid contact with this area. 

 

Barricading practices will include, but are not limited to, cones, warning tape, 

barrels, barricades, etc. The limits, duration, and most appropriate control zone plan 

will vary on a case-by-case situation and may not apply to chronic wet-weather 

overflow locations. 

 

The control zone does not necessarily prohibit use of recreational areas, unless 

posted otherwise, but provides a warning of possible public health risks from 

contact with sewage.  

 

4.3.4 Location of Control Zones 

Although the location of temporary signs and barricades will vary for each site, the 

goal will always be to warn the public to avoid contact until the cleanup is 

complete. 

 

When possible, the control zone will be posted: 

• Just beyond the limits of the impacted surface area 

• Near high pedestrian and/or vehicular traffic areas 

• Other appropriate locations. 

 

4.3.5 Duration of Control Zones 

Signs and barricades will be posted as soon as the overflow is confirmed and they 

will remain in place until cleanup activities are complete. The timeframe may vary 

depending on the extent of the response activities, which may include significant 

mitigation and cleanup requirements. 

 

4.3.6 Public Information 

The Public Information Officer (PIO) or their designee will answer questions from 

customers about MWS’s response to SSO and, when necessary, will respond to the 

customer reporting the SSO to explain MWS’s response. The control zone signs 

also include the contact number (615) 862-4600 for the public to call for additional 

information. In the event property damage has occurred, Metro Claims will 

respond. The department may also use outbound calling to affected customers 

through CIS. 
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4.3.7  Door Hangers 

Where warranted, MWS may use a door hanger to notify customers of an overflow. 

The door hanger, which is shown in Appendix B, includes ways customers can con-

tact MWS for more information. Follow-up information will be provided to 

customers concerning additional remediation and/or their responsibility if the 

source of the overflow is their service line (roots, grease, debris or extraneous 

flow).  

 

4.3.8  News Release 

MWS maintains a standard news release on SSO that can be quickly adapted to the 

particular situation and issued if MWS determines there is a significant threat to 

public health. The current standard news release is shown in Appendix B. 

 

4.3.9 Customer Letters 

In situations where a grease/ roots-caused blockage has been identified in a service 

line, MWS sends letters to residential and commercial customers in the affected 

area. The letter advises the customer of their service line condition and their 

responsibility in alleviating future SSO by removing roots, eliminating extraneous 

water, and disposing of grease and other materials properly. When applicable, the 

letter also includes information on proper disposal of grease. 

 

4.3.10 MWS Clean Water Nashville Web Site  

MWS will post the monthly TDEC Overflow Reports on the Clean Water Nashville 

website. 
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Appendix A: Information Technology Resources and 

Descriptions  
 

Geographic Information System (GIS) 

The Metro Nashville Planning Commission and MWS administers the common portions of GIS 

and its computer system. It also provides GIS and computer technical support and serves as a 

clearinghouse of GIS information and products. 

 

The Records and Mapping Section of the MWS Engineering Division is also responsible for 

updating a common set of computer-based maps (for all Davidson County) that are used by all of 

its users. This base map data includes planimetric maps, topographic maps, and digital ortho 

aerial photography. Discovered mapping discrepancies from the field are documented and 

reported to the Records and Mapping Section for GIS update. 

From a technical standpoint, the GIS displays the graphic (map) data as layers of information; 

that is, streets on one layer, parcels on another, buildings on another, etc. That allows an almost 

unlimited flexibility for viewing only the desired features. 

Views of typical sewer collection system map in GIS. Information on this mapping system 

includes street names, manhole identification numbers, geographic configuration and 

topographical features. Users can also see property information including owner. This 

information is on field personnel’s laptop and is updated weekly. 
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Appendix B: Public Advisory Examples 
 
Sanitary Sewer Overflow Alert door hanger  
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Sanitary Sewer Overflow news release (to be coordinated with TDEC) 

 
MWS maintains a standard news release on SSO that can be quickly adapted to the particular 

situation and issued if MWS determines there is a significant threat to public health. 
 

NEWS RELEASE 

 

DATE XXXXXXXXX For More Information 

For Immediate Release Contact: Sonia Allman 

 MWS Public Information officer 

 sonia.allman @nashville.gov 

(615) 862- 4494 

 

 

 

MWS Alerts Customers to Sanitary Sewer Overflow 

 

MWS issued an alert today to people in the [insert area(s)] concerning a sanitary sewer overflow. 

 

“The overflow occurred as a result of [heavy rain/ a blockage/ or other],” said Sonia Allman, MWS 

Public Information Officer. “MWS responds to overflows in a manner consistent with state and 

national standards. We warn passersby to avoid contact by posting signs and using barricades, and 

we disinfect the area after the overflow stops.” 

 

[Note: Use this paragraph if the overflow is in a park/significantly affects a stream/etc.  

The signs do not necessarily prohibit use of recreational areas, unless posted otherwise. The 

Tennessee Department of Environment and Conservation (TDEC) determines whether to post 

nearby waterways that may have been affected if water quality testing indicates a need.] 

 

Overflows pose hazards similar to those in public restrooms or even your own bathroom. If you, 

your family, or your pets do have contact with the overflow, wash thoroughly with soap and water. 

Remember: Washing your hands carefully and often is the best defense against illness carried by 

animal or human waste. 

 

MWS maintains a log of recent overflows and cleanup efforts and other wastewater information at 

http://www.cleanwaternashville.org. If you have questions or need to report an overflow, please 

call MWS at (615) 862-4600. 

 

###### 
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Customer Notification Letter Informing of Service Lateral Problems  

 
Date: XXXXXX 

Name: Joe Customer 

Address: XXXXXX 

 Nashville, TN 

 

RE: Private Sanitary Sewer Service Line Condition  

 

Metro Water Services (MWS) has found roots in your sewer service line, which may cause a backup into your home. These roots 

may further grow into the main and may block flow creating backups of sewer into other homes and/or overflow into yards, storm 

sewers and waterways. Photos of the inspection and sewer maps are available. 

 

Given the potential problems that roots may cause to public health and safety, we request that you take corrective action within the 

next thirty (30) days. After the work has been completed, please send proof of completed work to: 

 

Karen Damte (615-862-4875) 

C/o Metro Water Services 

1616 3rd Avenue North 

Nashville, TN 37208 

Email: karen.damte@nashville.gov 

 

MWS will return to inspect the public sewer to assure corrective actions are completed. 

 

Typically, correction of sewer service lines are performed by a plumber but property owners may utilize any resource they have for 

this purpose. Metro Water Services does not make recommendations of any plumbers or plumbing companies. If you have questions 

or need additional information, contact Karen Damte at 615- 862-4875 or MWS Dispatch at 862-4600. 

 

See the attached Detail Drawing and excerpts from the Metropolitan Code, on next page. (Code is available at the Metro Clerk’s 

Office or on the internet at www.Nashville.gov.) 

 

Code 15.40.050:  

A. The owner will own and maintain his sewer service line from the public sewer main to the structure served. 

B. If the owner experiences sewer service interruption as a result of a sewer service line failure and has demonstrated a good faith 

effort to remedy the problem, the department shall make any necessary repair on the portion of sewer service line inside the public 

right-of-way or easement from the main to the boundary of right-of-way or easement. Provided, however, that before the department 

will make such repairs, the owner must provide an excavated clear and open access to the sewer service line at the right-of-way or 

easement boundary. Residential customers will not be billed for any repair performed by the department under this section. 

Commercial customers shall pay all costs of repair incurred by the department under this section and such costs shall be billed on the 

customer's next bill.” 

  

Code 15.16.210: “…all future supplying of water or sewerage services or future renewals shall be contingent upon the owner’s 

maintaining his service pipe installations at his own expense in a condition that is in compliance with the regulations and rules of the 

department. Failure to comply with this requirement shall result in the disconnection of water service.” 

 

Code 15.16.220: “Should a consumer or customer fail to repair his service pipe within the prescribed time when notified by the 

department that repairs are needed, the department may shut off water …” 

 

Sanitary sewer connections are for domestic waste only. Roof drains, sump pumps and any stormwater connection are strictly 

prohibited. Connections of this type, if discovered and not corrected, may result in a termination of water service. Clean-out caps on 

sewer service lines are to remain in place at all times unless access to the sewer service line is necessary for maintenance or for sewer 

back-up emergencies. 

  

You may request assistance from MWS, per the Code above, by calling 862-4600 and returning the signed Request form (attached).  

 

Sincerely, 

 

Karen Donnell Damte 

Metro Water System Services 

615-862-4875 desk 

615-566-3977 cell phone 

 

Copied: Gary Roseti, Metro Water Services 

 Matt Lott, Metro Water Services 

 

Attachments: Private Sewer Service Policy Detail 

 Request for Metro Water Services Assistance 
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MWS Grease Management Program Door Hanger  

This door hanger is left for property owners if there is discovery of grease in the public line 

serving their property or observed through CTTV coming into the system from the service 

lateral. 
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Appendix C: On-call List 
This list is generated weekly and represents emergency respondent personnel by shift, day and time. 

This information is used by Dispatch and the Control Room to contact personnel outside normal shift 

schedules. This list is updated weekly and distributed electronically to MWS personnel and Metro 

Emergency Management (OEM) for use in the event of emergencies including sewer overflows (see 

example below). 
 

Weekly On-Call 

Period beginning       05/18/15 

update date       05/19/15 

Author       DBS 

Dispatch  615-456-9200  615-566-3985  615-566-4006   

 If after 11:00 pm (2400) 
Monday through Thursday  

615-456-7239 Dispatch-4     

Police (SEU - Secondary 
Employment 

        

Hours of Operation Monday 
through Friday 

7:30 a.m. to 4:00 p.m. After Hours Call 615-963-
0230 

Holly Yazdani cell 615-347-3513 

Email officer request to: 
cornelius.foster@nashville.gov 

Please include: email date, time, 
location, Work Order Number, 
length of time for SEU & 
onsite contact person 

Office 615- 880-3278 Fax 
615-880-3059 

    

          

  Name Cell Phone Pager/Alternative Home Phone 

Repair         

1st Contact (On-call)         

Supervisor James Bradley 615-566-3943   615-915-9235 

Leader Ashley McKinnon 615-533-7108     

EO3 David Dunn 615-566-0367/305-5743-P   615-793-2637 

EO2 Kenneth Shelton 615-692-4031     

Crew Jeff Arnell 615-568-1000     

          

2nd Contact (Back-up)        

Supervisor Charlie Clark 615-456-9218/497-9785-P   615-810-9164 

Leader Cecil Trotter 615-566-4011   615-914-8890 

Backhoe Joshua Davis 615-589-9811     

E.O. II Daniel Deardroff 615-589-2515     

Crew George Acheampong 615-593-9846   615-346-9577 

         

Lab          

1st Contact (On-call) Marty Mast 615-566-3866   615-360-7217 

2nd Contact (Back-up) Butch Bryant 615-566-3865   615-292-6215 

          

Sewer Crew          

Leader Jamieo Pipkin     615-474-5431 

Crew Kwaku Boachie 615-642-6636  615-361-1266 

          

2nd Contact (Back-up)         

Leader Ray Tate 615-554-2774   615-891-9806 

Crew Sam Barton 615-566-8821    
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Appendix D: Sewer Service Line Policy Brochure 
 

If you have sewage backup and a plumber is unable to solve the problem,  
call Metro Water Services (MWS) at 862-4600 and ask for Emergency Service.  

 
After having a plumber attempt to correct your problem, MWS may be able to assist you. 

 
Please note that the property owner owns, and is responsible for, the service line from the building to the 
sewer main. However, if the problem is in your service line within the sewer easement (see drawing) we may be 
able to use our equipment and labor to provide assistance by inspecting, cleaning, and/or repairing the pipe as 
necessary using the procedure detailed below.  
 

1. The property owner must sign a waiver form requesting MWS assistance and allowing our personnel 
permission to work on the service line.  
 

2. If you have a cleanout within the sewer easement, we may be able to use it to access your service line to 
inspect and clean toward the main as necessary.  
 

3. If further assistance is needed, the property owner or their plumber must excavate the service line and cut a 
2-foot opening in the pipe at the sewer easement line. Prior to digging, call MWS to Schedule MWS crew at 
the number shown above. Tennessee One-Call Service (1-800-351-1111) must be notified prior to any 
digging.  

 
We can inspect the service line from the opening toward the main line and clean or repair as 
necessary. The property owner bears the expense for cutting/reattaching the pipe and filling in the hole 
afterward, unless Metro Water Services makes repairs to the pipe(s). Only when we must repair or replace 
the pipe within the easement will Metro Water Services reattach the pipe and fill the hole. We will also repair 
the road and sidewalk, if needed. (No charge for residential customer. Commercial Customers will be 
billed.) 
 

Please note that we do not clean or televise directly toward the building served. MWS is not liable for plants or 
structures removed during inspection, cleaning, and/or repair. All cleanout caps must remain on at all times, except 
during inspection or cleaning. 


