Smart Management for
Small Water Systems

Washington State Virtual Trainings 1 & 2:
1) Customer Assistance Programs (during the Pandemic)
2) Questions and Answers on Financial Recovery from COVID

September 28 — 29 2020
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Certificate of Completion

This webinar is approved for 0.3 CEU, but attendees must attend BOTH trainings
(Sept. 28 and 29) to receive a certificate. There is no partial credit offered.

* You must register and attend using your real name and unique email address
* You must participate for the duration of the webinar

Your certificate of attendance will be emailed to you within 30 days of the webinar
date and you should utilize this document to self-submit for continuing education
credits.

If you have questions or need assistance, please contact smallsystems@syr.edu.
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pay issues of environmental protection and improvement. The EFCN

works with the public and private sectors to promote sustainable E F @ N

The Environmental Finance Center Network (EFCN) is a university-
based organization creating innovative solutions to the difficult how-to-

environmental solutions while bolstering efforts to manage costs. environmental finance center network

The Smart Management for Small Water Systems Program
works in every state, territory, and the Navajo Nation. All small
drinking water systems are eligible to receive free resources

including training, direct technical assistance, tools, blogs, and
resources.

Smart Management for
Small Water Systems




The Small Systems Program Team

* Environmental Finance Center at The University of North Carolina at Chapel Hill

* Environmental Finance Center at Wichita State University

« EFC West

+ Government Finance Officers Association (GFOA)

» Great Lakes Environmental Infrastructure Center

* National Association of Development Organizations (NADO)

* New England Environmental Finance Center at the University of Southern Maine

+ Southwest Environmental Finance Center at the University of New Mexico

* Syracuse University Environmental Finance Center

* Environmental Finance Center at the University of Maryland

*  Rural Community Assistance Corporation

* Environmental Finance Center at California State University, Sacramento
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Two Sessions for WA Small Water Systems

Monday, September 28, 2020
10:00am - 11:30am PT

Customer Assistance Programs

Presentation on the Governor’s
Order prohibiting disconnecting
customers for non-payment and
setting up customer assistance
options to help pay for service.

Tuesday, September 29, 2020
10:00am - 11:30am PT

Ask your Questions on Financial
Recovery from COVID-19

Q&A format. Ask us questions about
financial management and
operations of your water systems
during the pandemic and recovery
over the next few months.
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Speakers from the WA DOH

Derek Pell

Deputy Director for Operations
Office of Drinking Water for Washington State Department of Health

Chris McCord

Deputy Director for Central Services
Office of Drinking Water for Washington State Department of Health



L'l Hi

Agenda - 15t Webinar Speakers
* Framing the issue: main and competing Heather Himmelberger
priorities of a water utility Southwest EEC
» Alternatives to shut-offs and providing heatherh@unm.edu
assistance to customers
* Formal Customer Assistance Programs Shadi Eskaf
EFC at UNC
* Questions eskaf@sog.unc.edu

Submit your questions in the “Chat” box at any time


mailto:heatherh@unm.edu
mailto:eskaf@sog.unc.edu

Agenda - 2"d Webinar Speakers

e List common issues of COVID-19 conditions on Heather Himmelberger

utility finance Southwest EFC
» Questions from the audience heatherh@unm.edu
» Customer Assistance
- Financial Relief Shadi Eskaf
* Others EFC at UNC
» Resources available to help your systems eskaf@sog.unc.edu

Submit your questions in the “Chat” box at any time


mailto:heatherh@unm.edu
mailto:eskaf@sog.unc.edu
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What is the number 1 goal of a water utility?
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CDC Data: Leading Causes of Death 1900
and 1997
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https://www.cdc.gov/mmwr/preview/mmwrhtml/mm4829a1.htm

What are other goals of the utility?

Maintain Assets
in Acceptable
Condition

Protect the Customer
Environment Service

Provide Reliable : Replace Assets
Manage Risk
Supply As Necessary




What does It take to achieve these goals and
protect public health?

Maintain Assets
in Acceptable
Condition

Protect the Customer
Environment Service

Provide Reliable : Replace Assets
Manage Risk
Supply As Necessary




What does it take to achieve these goals and
protect public health?
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So there are two competing priorities:

Protect Ensure
public Adequate
health Funding



What impacts the ability to protect public health?

Operator Training &

O . Adequate Personnel Increasing Regulation

IELEELS
Decaying technology (e.g.
Infrastructure treatment
technologies)

Man-made or natural
contaminants
entering source water




What impacts the ability to ensure adequate
funding?

Economic
Rising costs conditions in the
community

Number of low-
Income customers

Competing costs
Lack of rate Changes in water of other goods
NEGEENES usage (food, energy,
housing)
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Without adequate funding, the ability to provide
public health protection and reliable service Is
much more difficult.
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Where does most funding for water utilities come
from?
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During normal times, a portion of the customer
base may have difficulty paying their bill
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When customers can’t or don’t pay, utilities
typically go through a number of steps to try
to collect the required payments

May include late notices, late fees, payment ym
plans, or other means to recoup funds -

When all else fails, water shut-offs and/or
property liens are common means of
forcing payment




During a major disruptive event, such as the

COVID-19 pandemic, the portion unable to pay
may dramatically increase.

w A
8 gl Sy
CORONAVIRUS (€0WID-19)
2 N M

% A

e
‘. 5 ..\}(f' : . ’
".& . ,l: ’..,): “\'.‘ y »
3 " 3> : »
r . >




11 W

Customers may face concerns such as:

Job loss

Job hour reduction

Pay decrease

Business closure

liIness of themselves or family member
0ss of iInvestment income

ncrease In daily expenses due to supply chain disruptions or
Imited supplies

_ack of childcare making work difficult or impossible
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The pandemic increases the need for safe,
reliable water

More customers working from home
More customers at home in general
Increased need for hand washing and general hygiene
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To address these concerns, Washington like
some other states and localities, implemented a
moratorium on water shut-offs

The objective of public health protection was
considered to outweigh the objective of
financial health at least for a time



Now it is necessary to consider what's next
when the moratorium is lifted



One option Is to resume shut-offs once the
moratorium Is over, the other Is to consider
other potential options that avoid shut-offs
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Some potential options

Water restrictors
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Some potential options

Water shut-off after a
certain flow passes
through the device




Some potential options

Placing customers in a
payment plan even if it
Is very long term; As
long as payments are
being made no
restriction, no shut-off
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Some potential options

@ [ﬁ] Customer conversations

to determine potential
options
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Whose problem is it when customers can't pay?

Theirs? Ours?



- ' o ?
A subtle change in how >

we see the problem can
hel




When it's “our problem”, there is more incentive
for the whole community to get involved and
look for a solution







Another Example:
Phoenix
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Addressing customer assistance In the state of
Washington after the prohibition on shut-offs
expires
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Governor’s Proclamations 20-23 thru 20-23.8

« Series of proclamations to ensure access to essential services
during the pandemic

 Last updated September 2 (20-23.8)
 Extended thrOugh October 15, 2020 (at the moment)
» Applies to residential customers

* Requires that water utilities:
« Avoid charging late fees/penalties/reconnection fees (Apr 17 — Oct 15 bills)
« Avoid disconnecting customers for non-payment (thru Oct 15)
« Reconnect customers who were previously disconnected (thru Oct 15)

 To help customers now and past the end of the prohibition of shut-
offs, requires Group A water utilities to set up Customer Assistance
Programs to help customers pay their bills



The Spirit of the Proclamation
(even after October 15)

Do your best to help your customers maintain access and avoid shut-offs.
Up to you how.

To maintain essential services (water access) in the home
during the pandemic.

Recognizing that utilities need to Does NOT relieve customers from
be financially resilient to maintain obligations to pay for utility services
ongoing health and safety of
customers



DOH Webpage on Customer Assistance Programs

https://www.doh.wa.gov/CommunityandEnvironment/DrinkingWater/W
aterSystemAssistance/CustomerAssistanceProgram

Home | Newsroom | Publications | About Us

enHanceD B Google

You and Your Community and Licenses, Permits Data and Statistical E ~ For Public Health and
mergencies
Family Environment and Certificates Reports 3 Healthcare Providers

@ For more information about the 2019 Novel Coronavirus situation, please visit our COVID-19 page.

R Community and Environment = Drinking Water = Water System Assistance > Customer i Program

Customer Assistance Programs

Water System Assistance
This page provides links to guidance and resources for water systems and customers about Customer Assistance

Capacity Development . R .
pacty " Programs including requiremeants under the Governor's proclamatiens relating to COVID-18.

Customer Assistance Program Free Financial Training and Earn CEUs

The Southwest Environmental Finance Center is sponsoring two free webinars on September 28-29, titled "Financial
Drinking Water State Revolving +

Fund (DWSRF) Recovery from COVID-19 and Customer Assistance Programs for Small Water Systems in Washington

State." Operators attending both webinars are eligible to receive 0.3 CEUs. The webinars will be held via Zoom,
Group B + register online# . See the EFCN flyer for more details.
Satelite Management Agencies Customer Assistance Programs Survey

Our Customer Assistance Programs Survey is open until the end of the month. This information will help us identify
TNC Water Systems + ’

gaps and better support community water systems while helping customers maintain this essential service. Please
Training take a few minutes to complete this survey if you haven't already done so. We need to hear from you!
VWater System Marketing Water Systems
Resources

Customer Assistance Program Guidance and Frequently Asked Questions

Suspension of Water Shut-Offs

Water System Resources

Environmental Finance Center: Request Technical Assistance for Customer Assistance Program = ~or~ email for

Questions

Wachinmtan Ctata CNRC COVIDZ19 € heictanre Pavmante —*


https://www.doh.wa.gov/CommunityandEnvironment/DrinkingWater/WaterSystemAssistance/CustomerAssistanceProgram
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Guidance Documents and FAQs

@ Health

Updated August 14, 2020

COVID-19 Water System’s Customer Assistance
Program Requirements

Governor’s proclamation 20-23 7, Ratepayer Assistance and Preservation of Essential Services,
requires all energy, telecommunication, and water utilities to develop a COVID-19 Customer
Assistance Program to ensure customers impacted financially by the COVID-19 pandemic
maintain essential services after the utility shut-off prohibition expires on the termination of
the COVID State of Emergency or October 15, 2020, whichever comes first.

Our goal is to support community water systems assist their customers and ensure all people
have access to safe and reliable drinking water. This guidance will help community water
systems meet the requirements of the governor’s proclamation; but does not alleviate the
customer’s obligation to pay their utility bills. Additional guidance is available to assist
customers and encourage them to work with their utilities to continue to have access to safe
and reliable water.

Frequently Asked Questions

systems required to have COVID-19 customer assistance

Since the beginning of the pandemic in mid-March, utilities were encouraged and then
prohibited from using the collection methods of utility shut-offs and charging re-connection
and late fees. While this ensured that Washingtonians maintained essential services during the
pandemic, these prohibitions did not help utilities or customers position themselves for a
longer term payment strategy. As Washington starts its economic recovery, we must continue
to ensure those financially impacted by the COVID-19 pandemic can maintain essential services.

As Washington begins its economic recovery, the COVID-19 pandemic has not waned. Potable
water is a critical public health service. Lack of water in the home prevents handwashing and

the capacity to maintain a clean home. Good hygiene, like washing hands with soap and water,
is key to preventing the spread of the virus. Safe and reliable water service is vital in this effort.

§ a customer assistar ne

A customer assistance program is any system to assist customers in need in paying their utility
bills. This includes:

* Discounted Rates — Establish regular discounted rates and fee schedules for customers
in need. See East Wenatchee's ordinance Rates for Senior Citizens, Low-income

Waskingh Stak leprien 1
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Updated August 14, 2020

COVID-19 Suspension of Water Shut-Offs

On Wednesday March 18, 2020, Governor Jay Inslee called on public utilities to suspend water
shut-offs for failure to pay, waive late fees, and expand customer assistance programs for
people impacted during this State of Emergency. Since that original economic relief package on
April 17, Governor Inslee issued Proclamation 20-23.7 “Ratepayer Assistance and Preservation
of Essential Services” which amends Proclamations 20-05, 20-23, 20-23.1 through 20-23.6. This
proclamation prohibits water systems from disconnecting water services due to non-payment,
refusing reconnection, and charging fees for late payment and reconnection. The proclamation
also requires all utilities to develop a COVID-19 Customer Support Program. Additional
guidance on the Customer Assistance Programs is available_here.

The Office of Drinking Water (ODW) understands that it costs money to run water systems and
water systems are supported almost entirely by ratepayer dollars. At this time, utilities in
Washington State must suspend residential water shut-offs due to failure to pay. This State of
Emergency calls for payment flexibility to make sure there are clean conditions in homes and
safe water is available. Access to safe and reliable water will help slow the spread of COVID-19.

Frequently Asked Questions

y their regular bills during the C

hould ¢ ter customers still p

s Yes. A major disruption in rate revenue would create significant operating problems for
water systems. Many customers may have been laid off or are worried about their
finances with increased unemployment and a slowing economy.

* Consider maintaining the existing payment structure when possible, this is not a good
time to raise rates or change the rate structure.

Why must water systems halt water shut-offs at this time?

e Governor Jay Inslee stated that “to help preserve and maintain life, health, property or
the public peace, prohibit all energy, telecommunications, and water utilities in
Washington State from disconnecting certain residential utilities and from charging
related late payment and reconnection fees.”

* Many people are being asked to stay at home during this pandemic. This increases the
need for water in their homes.

* Potable water is a critical public health service. Lack of water in the home prevents
handwashing and the capacity to maintain a clean home. Good hygiene, like washing
hands with soap and water, is key to preventing the spread of the virus. Safe and

Miskingi § nm-m v \
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Updated August 14, 2020

COVID-19 Information on Customer Assistance
Programs for Water System Customers

Governor's proclamation 20-23.7, Ratepayer Assistance and Preservation of Essential Services,
requires all energy, telecommunication, and water utilities to develop a COVID-19 Customer
Assistance Program to ensure customers impacted financially by the COVID-19 pandemic
maintain essential services after the utility shut-off prohibition ends at the termination of the
COVID-19 State of Emergency or October 15, 2020, whichever comes first.

Our goal is to support community water systems in supporting their customers to ensure all
people have access to safe and reliable drinking water. These frequently asked questions will
help customers understand their water systems general responsibility to provide this essential
service.

Frequently Asked Questions

Can my water be shut off and what should | do if itis2

Proclamation 20-23.6 gave direction for utilities to develop Customer Support Programs to
serve those affected by the COVID 19 Pandemic and the guidance was updated in 20-23.7. The
guidance to this proclamation states that in order to assist vulnerable individuals and
households while maintaining access to essential services utilities should, at a minimum,
prohibit disconnection for low-income and vulnerable households. The main intent of the
proclamation and guidance is to support water systems in providing alternate options to
customers to avoid water shut-offs. However, there is nothing explicitly prohibiting water shut-
offs after the termination of the COVID-19 State of Emergency declaration.

If your water is turned off, first and foremost call or check your water system’s website to see
what options they have created under this proclamation. This proclamation directly applies to
community water systems. If you have no luck after calling your water system and trying to
negotiate a payment plan or other assistance please email
DrinkingWaterCustomerAssistance@doh.wa.gov.

What is the water system required 1o « e

The Governor’s Proclamation states that all utilities must develop a COVID-19 Customer
Support Program consistent with the guidance. This means that all community water system
must provide a pathway to maintain this essential service. The pathway chosen, however, is up
to the water system. They could include bill forgiveness, payment plans, or other customer
assistance options.




April 215t Webinar by MRSC

http://mrsc.org/Home/Training/Archived-Webinars.aspx

Agenda

* Introduction
« State Orders
» Gift of Public Funds

MANAGING A PUBLIC UTILITY
DURING THE COVID-19 PANDEMIC

* Policy Options

* Recovery Plan

* Delinquent Accounts
* Fiscal Impacts

* Policy Discussion

* Wrap-up

Tuesday, April 21st, 2020

7 MRSC


http://mrsc.org/Home/Training/Archived-Webinars.aspx
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What Counts as a Customer Assistance Program?

Any process or practice that helps water customers in need In
paying their water bills.
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CAPs for COVID (in the spirit of the Proclamation)

.
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« Should assist customers affected by COVID
 All community water systems should have them

* If had CAPs prior to COVID, ensure eligibility includes those
affected by COVID

 Flexible, not prescribed. Up to the utility to decide:
« what services and programs to offer your customers
 the terms and implementation of the programs
« what the eligibility criteria are (include some declaration of COVID

effects)
* how to enroll or incentivize customers to participate

* how to communicate with customers (hint: as much as possible!)
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WA's Customer Support Program Guidance

Link to the Guidance
Document (attached to 20-

23.7)

Suggested options of:
* Bill arrearage forgiveness

« Payment plans where shut-
offs don’t occur if customer
keeps paying

« Combination of above

COVID-19 Utility Customer Support
Program Guidance

All utilities have a general obligation to provide safe, reliable, and affordable essential services
to their customers. On April 20", Governor Inslee announced Washington’s Recovery Plan,
which includes ensuring access to essential services during the state’s recovery from the COVID-
19 pandemic. On May 1, Governor Inslee announced the “Safe Start” approach for Washington
state to begin reopening some businesses safely and continue essential businesses. On July 29,
Governor Inslee issued Proclamation 20-23.6, extending, and amending Proclamation 20-23,
pertaining to Utility Ratepayer Assistance and Preservation of Essential Services through August
1st, 2020. Proclamation 20-23.6 extended prohibitions on utilities disconnecting service,
refusing to reconnect service, and charging late fees.

This document provides a framework for ensuring that customers experiencing economic
hardship as a direct result of the COVID-19 pandemic maintain access to essential services after
Proclamation 20-23.6 expires; by adopting consumer protections, customer support programs,
and notification protocols, and participating in public information requests. This guidance
applies to residential energy, water, and landline telephone services.

This guidance does not relieve customers from the obligation to pay for utility services.
General Guidance for all Utilities

Beginning immediately, utilities covered by the guidance should review existing policies
concerning disconnection of service, reconnection of service, payment arrangements, and
suspension of other fees ar charges, and update those policies as appropriate and necessary to
assist vulnerable individuals and households to maintain essential services during the economic
recovery.

The public should have access to reliable and accurate information about assistance that may
be available from their utilities and their local community to help them recover from the
economic impacts of COVID-19. Utilities are trusted sources of information and assistance; their
communications with customers are essential to this effort. Customers who are having trouble
paying their bill should first contact their utility. Utilities should proactively reach out to
customers with accounts in arears to encourage customers to enter into payment
arrangements.

COVID-19 Consumer Protections:


https://www.governor.wa.gov/sites/default/files/COVID%20Utility%20Customer%20Support%20Guidance%20FINAL.pdf

L

Survey of Customer Assistance Programs
https://fortress.wa.gov/doh/opiniodev/s?s=17661

By Sept. 30

Customer Assistance Programs Survey

Hello Drinking Water Systems and Utilities,

Maintaining affordable water service is challenging for water systems and customers alike, even in the
best of times. Governor's Proclamation 20.23.7 includes prohibiting disconnections, refusing to
reconnect, and charging late fees. The proclamation also requires Group A water systems to develop
Customer Assistance Programs (CAP).

In order to provide technical assistance and support to water systems establishing or improving their
CAPs, we are gathering information on the current CAP landscape. This information will help us identify
gaps and better support water systems while helping customers maintain this essential service.

Any program that helps financially constrained customers maintain access to drinking water services is
considered a CAP and could include bill discounts or forgiveness, special rate structures, payment plans,
or any other variety of assistance.

The survey uses the term “third party,” which means any organization that offers utility assistance to
customers in need such as the local community action agency St. Vincent de Paul or Salvation Army.

If you need assistance completing this survey please contact us at
DrinkingWaterCustomerAssistance@doh.wa.gov or by phone at 360-236-3100.

Thank you ahead of time for participating in this survey. Please complete this survey by September 30.

Information collected via this survey may be subject to release in accordance with RCW 42.56. (Public Records Act.)

Start


https://fortress.wa.gov/doh/opiniodev/s?s=17661

EPA Compendium: Customer Assistance
Programs around the Country

EPA developed
compendium with
examples of different
types of water and
wastewater CAPs across
the U.S.

http //OW- Iv/4 nVSvO Drinking Water and Wastewater Utility

Customer Assistance Programs



http://ow.ly/4nvSyO
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Ways to Help Customers in Need

* Help customers reduce waste / water use

* Avoid shut-offs / water flow restrictors

* Lifeline rates (low bills for low basic needs volumes)
 Discounted rates

 Alternative payment methods

* Levelized payments

« Extensions

» Deferred payment plans

 Elimination of convenience fees, late fees, other fees
* Bill forgiveness or adjustments

 Voluntary donations to pay customers’ bills

* Program with third-party non-profit to pay customers’ bills
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Types of Customer Assistance Programs to Help
Customers Pay their Current Bills

* Help customers reduce waste / water use

* Avoid shut-offs / water flow restrictors

* Lifeline rates (low bills for low basic needs volumes)

* Discounted rates

 Alternative payment methods

* Levelized payments

« Extensions

* Deferred payment plans

* Elimination of convenience fees, late fees, other fees
 Bill forgiveness or adjustments

* Voluntary donations to pay customers’ bills

* Program with third-party non-profit to pay customers’ bills



xamples o
ustomer
ssistance
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their Current Bills
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Payment Options

CITY OF TACOMA TACOMA PUBLIC UTILITIES

@ a1 253.502.8508
My Account ©
ors ervofed i t

w 1o MyTPU.org/!

he 81

Energy and Water Efficiency Resources

MyTPU.org/Calcutate.
ntact our Consorvation Team at 253-502-8363

Culmial‘mnotf\(-‘ Phose: 153 w:a‘n:'. Wours B-4. M-F Utility Bill Payment

CISES TR e e Assistance Programs

MyTPU.orgAsuntance anutcuscryotaome.ong

Visit MyTPU.org/MyAccount to get started

or call Customer Services at 253-502-8400. Tﬁ

|

i

T MyTPU.org/Assistance

Bill Credit Assistance Plan (BCAP)

> .

Ehgble x unt 2w up to S47 per month or $564 per
year {amount depends an the rumbe orvices biled dirctly

BCAP Is avadlable to customers who meet the
following criterla:

‘We understand the challenges that come with paying bills when
finances are Smited. Tacoma Public Utiities and City of Tacoma
Environmental Services offer a varety of payment options, ;:u—'L b w doss
overty Guidelnes (we oxcome at
:‘:-dmblw*m”r"l- Agay i .
£ A 30 percent rate is bie to cust
_Envoliment Is easy? Simply complete our Utllity 2l Payment. who meet the following criteria:

Assistance Application at My TPU.orgiAssistance and provide
the required documents.

% not exceed 15

Discount Rate Program

South Sound 2-1-1

& Resde in the cwoling una full teme; and

s Howusehold ncome does nat axcoed 150% of
Federl Poverty Gudelnes soe incorme at
MyTPUorg/ ocan the
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Extensions

Payment Extension Policy

Customers who are unable to pay their bill on time may request an
extension. A Payment Extension is provided to temporarily extend the due
date of the bill for those situations when a qualifying customer is in need.
Only the account holder may request this service, and it must be requested
prior to the scheduled cut-off day. Payment extensions can only be made
on active accounts.

Customers will be allowed two extensions of five days each per 12 month
period. Extensions will not be allowed on an account that has less than
three billing cycles, if a final read is scheduled, or if the Town is aware the
customer is moving. Customers must provide a reasonable cause or undue
hardship requiring the extension. Based on the customer's payment history
and the amount due, the Town may not be able to grant as extension in all
situations.

This extension does not prevent the payment from being considered late,
which will lead to additional charges on the account. Even if a payment
extension has been granted, a second notice will be mailed. If payment is
not received by the extension date, the payment extension will default and
the account will be disconnected.

In addition, all accounts terminated for non-payment twice within six months
may be reviewed to ensure the deposit on hand is sufficient. If there is a
gap between the deposit on hand and three months' average billing for that
account, the deposit may be increased to the required level.
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Deferred Payment Plans: individualized

“If at any time you need assistance with your bill,
simply telephone our office ...

Whether requesting an extension on your due
date, or needing to make partial payments over
time, we’ll find a solution that works for all of us.’

)

Manchester Water District, WA:
https://www.manchesterwater.org/

Manchester
—D>® WATER DISTRICT

P.O. Box 98, Manchester, WA 98353
(360) 871-0500

https://www.manchesterwater.or,

COVID-19 Customer Support Program

Governor Inslee has issued Procl, ion 20-23, pertaining to Utility Assi: e and Preservation
of Essential Services. Manchester Water District (District) is committed to keeping our customers
connected to essential services during the COVID-19 pandemic emergency. If you are
experiencing hardship as a result of the COVID-19 pandemic, you may be eligible for support,
Including long-term payment arrangements or bill assistance, This Proclamation does not relieve
customers from their obligation to pay for utility services.

R ISTAN ITH YOUR WATER Bl

The District bills each active account every other month. The bill is due on the last day of the
month in which it is received. For example, if you are billed for the months of January and
February, your bill should arrive before March 10™, and is due by March 31%. The District offers
several options for paying your bill, including:

Traditional personal check or money order sent by U.S. Mail

Credit or debit card payments by telephone

Xpress Bill Pay via their secure website (Xpress also offers paperless billing via email)
In-person payment at our office (after-hours payment drop box on site)

These can be stressful times and District staff are here to help. If at any time, you need
assistance with your bill, simply telephone our office and we'll gladly discuss your options and
do our best to make paying your water bill one less thing to worry about. Whether requesting
an extension on your due date, or needing to make partial payments over time, we’ll find a
solution that works for all of us. After all, we're all in this together.

Thank you and be well.



https://www.manchesterwater.org/
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Deferred Payment Plans: standardized

Lakehavens' Delinquent Account Payment Plan

6 months to pay $200-5400 account balance
9 months to pay $400-S600 account balance
12 months to pay >5600 account balance

No disconnections, penalties, interest through
December 2020

Lakehaven Water and Sewer District, WA:
https://www.lakehaven.org/352/COVID-19

July 23, 2020

In order to provide District customers with reasonable opportunities to cure delinquent accounts that have arisen out of the economic
hardships caused by the Covid- 19 Emergency, it is necessary that the District establish measures to provide financial relief from delinguent
water and/or sewer bills. Accordingly, the following measures will be implemented, effective August 1, 2020, regarding all delinquent
accounts: View the complete Resolution 2020-1339(PDF).

If you fall in this category please submit an agreement form; Print, complete, and email the Delinguent Account Payment Plan Agreement
Form (PDF) to Lakehaven@Lakehaven.org.

o o B oo
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. No water service shall be terminated for lack of payment through December 31, 2020.

No penalties or interest shall be added to delinquent balances through December 31, 2020.
Delinquent Account Balance - $200 to <$400 - Six (6) months to pay arrearage with no interest charged on remaining balance.

Delinquent Account Balance - $400 to $600 - Nine (9) months to pay arrearage with no interest on remaining balance.

. Delinguent Account Balance - >$600 - One (1) year to pay arrearage with no interest on remaining balance.

A payment plan entered into during the pendency of the Governor's suspension of the authority to terminate service shall be deemed
an Interim Payment Plan.

. Customers on Interim Payment Plans will be required to pay at least 50% of current bills accrued during the period up until the

Governor ends the restrictions.

. Customers requesting Interim Payment Plans will be asked to sign a payment plan agreement that will outline the terms of the

payment plan. On property occupied by a tenant, payment plans may be signed by the tenant, with a copy provided to the property
owner along with notice that all charges for water and sewer service shall remain with the property.

. Unless circumstances require otherwise, Interim Payment Plans shall require the customer to make level payments during the

repayment period sufficient to pay the entire balance within the duration of the payment plan. When restrictions on termination of
service and applying penalties on delinquent accounts are lifted, customers remaining current on payments under the Interim
Payment Plan and who pay at least 50% of bills that accrue up to the lifting of the restrictions, will be eligible to enter a new payment
plan, referred to as the Final Payment Plan, for all amounts then delinquent. The length of the Final Payment Plan will be based on the
schedules set forth in Sections 1-4 above. No interest shall accrue as long as payments remain current.

. Customers who do not remain current on the Interim Payment Plan payments, including payments on current bills, will be required to

pay the entire balance within 90 days of the date the Governor's restrictions on service terminations expire. Interest and penalties will
thereafter apply and service may be terminated.

. Customers with delinquencies meeting the minimum threshold, shall enter into an Interim Payment Plan within sixty (60) days from

the date notice of their eligibility to enter into an Interim Payment Plan is sent. Customers who fail or refuse to enter into an Interim
Payment Plan by such date will be required to pay the full amount of the delinguent balance within one month of the date the


https://www.lakehaven.org/352/COVID-19
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Deferred Payment Plans for COVID

Suggested to use 6 — 18 months for payment plans, or longer
based on individual customer’s needs.

Be clear what the terms of the payment plan is, and the
conseguences for missing payments (shut-off? apply a fee?)

Remember the spirit of the proclamation.



Examples of Deferred Payment Plans in WA

City of Bremerton, Manchester
Water District, and many others

Lakehaven WSD

Columbia Valley Water District

Lakewood Water District

Sammamish Plateau Water

Individualized

6 months to pay $200-5400 account balance
9 months to pay $400-S600 account balance
12 months to pay >$600 account balance

Interim Payment plan: pay >=50% of current bills during moratorium,
then enter a Final Payment Plan (or 90 days to pay full balance):

4 months to pay <$200 account balance

6 months to pay $200-S400 account balance

9 months to pay $400-$600 account balance

12 months to pay >$600 account balance

4 months deferral, then request 8-month payment plan

Up to 1 year after District withdraws declaration of emergency (or up to
2 years for extenuating circumstances with GM approval)

Please contact the utility for more up-to-date information


https://www.lakehaven.org/352/COVID-19
http://www.cv-wd.com/home/announcements/
https://www.lakewoodwater.org/lwd/page/lakewood-water-district-statement-covid-19-updated-may-1-2020
https://spwater.org/375/COVID-19-Customer-Support-Program

11 N
Elimination of Late Fees / Other Fees

Could continue to waive late fees and reconnection fees for
customers who are affected by COVID past October 15 (part of

the COVID CAPS)



Elimination of Convenience Fees

Percentage of Online and IVR Payments

25%
Stopped charging
20% § . 20.06% 19.74% 20.03%
aYg aYg ) aya L
. v ? 18.37%
CC payments increased
15%
12.11%
10.85%
10% 2.66%
Tl 8.04%
6.61%
5.64% i mman 5.98%
5% 4.52% . 4.77%
° 3.83% net 3.85% 3.82%
0%

January February March April May June July

m 2017 2018 m 2019 m 2020
@ edmun&!sﬁ

Source: Edmunds GovTech blog post by Gary Sanders, August 11 2020,
https://www.edmundsgovtech.com/the-effect-of-suspending-convenience-fees/



https://www.edmundsgovtech.com/the-effect-of-suspending-convenience-fees/
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Bill Forgiveness / Adjustment

HOW OFTEN WILL AN EXEMPTION BE GRANTED? HOW MUCH OF MY BILL WILL BE FORGIVEN?

Residential owner can quality for a “ence in a lifetime” exemption. The exemption The program provides ONLY LIMITED FORGIVENESS of one’s Water bill. Pursuant
applies to the individual owner and not the property address or billing number. For to the guidelines established by the Authority, ONLY THAT PORTION of the bill
example, if an individual owns multiple rental properties, that owner must choose against which is THREE (3) OVER THE AVERAGE CONSUMPTION WILL BE

which property, including his own home, the exemption will apply. Single family CONSIDERED FOR EXEMPTION. Average consumption is derived from an owner’s
homeowners, without rental properties, using Borough Authority water could only apply last four (4) quarters of actual consumption.

the exemption against their domicile.

http://www.borough.shippensburg.pa.us/wp-content/uploads/WATER FORGIVENESS POLICY.pdf

WATER & SEWER DISTRICT

Providing water and sewer services
to communities in South King County.

15. Can | get a leak adjustment if | had a leak on my property?

The Board of Commissioners adopted updates to the District's Leak Adjustment Program at the July 14,
2016 regular meeting. With these updates, customers repairing leaks in their service lines or home
plumbing systems may apply for a leak adjustment no more than once in a two-year period. In order to be
eligible, customers will be required to repair the leak within 60 days of the discovery of the leak and submit
evidence of the repair. As proof, the District will require detailed receipts for repairs made by third parties
(such as plumbers or contractors). For repairs made by customers, the District will require copies of
receipts for repair supplies and a sworn declaration from the customer describing the repair, including a
description and date of the repair work.

https://www.lakehaven.org/FAQ.aspx?TID=16



http://www.borough.shippensburg.pa.us/wp-content/uploads/WATER_FORGIVENESS_POLICY.pdf
https://www.lakehaven.org/FAQ.aspx?TID=16
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Leak Adjustment

Small Town. %‘m m Real Life.

City of Duvall

Washington

https://www.duvallwa.gov/DocumentCenter/View/4385/Leak-Adjustment-Application-

Ord-1130

CITY OF DUVALL
UTILITY BILLING DEPARTMENT

LEAK ADJUSTMENT POLICY

Per the DMC 9.02-010 (B) 8, if the customer wishes an adjustment in a billing charge due
to a water leak, a written request must be submitted to the Finance Director. The
written request must include the date and proof of adequate repair of the leak which
may be established by receipt or billing for repair work and/or materials if the repair
was accomplished by the property owner. The charge for water shall be based on the
water consumption history and other factors which, in the determination of the Finance
Director, affect the property owner’s water consumption. Water charges for overages
shall be adjusted to the wholesale rate of water charged to the city plus ten percent.

A leak adjustment will be granted one time over a three year period, per account, when
the following conditions prevail:

1. The customer requests an adjustment in writing and indicates the leak has been
repaired.
o X No more than 1 month has lapsed since the customer received the bill

indicating higher than average use.

3. The leak is located either between the water meter and the building or
underneath the building. The leak adjustment policy does not cover leaks inside
the building, such as malfunctioning toilets or water heaters.

When those conditions are met, the adjustment will be made in the following manner:

1. Average three billing periods, historic if available, otherwise where there is no
question of a leak.

2 Determine the difference between the average use and the leakage use.

3. Multiply the difference by present wholesale (whsle) cost plus 10%. Add this to
the average bill. See example:

Leak Bill 6000 cf
Adjusted Bill 2500 cf x current rate
Difference 3500 cf x $1.67/ccf (winter whsle) Sept. 16 — May 15

x $2.48/ccf (summer whsle) May 16 - Sept.15
(+10%)


https://www.duvallwa.gov/DocumentCenter/View/4385/Leak-Adjustment-Application-Ord-1130
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Discounted Rates

GOVERNMENT DEPARTMENTS RESIDENTS PLAN&BUILD BUS

calculation months.

Low-Income Utility Discount

Low-income senior citizens and persons with disabilities may qualify for a utility discount. The guidelines are set by
city code, which have adopted the Federal low-income guidelines. If you are at least 65 or are disabled and your

income does not exceed the following amounts, you may qualify for the 20% discount on your utility bill:

Annual Income Limit

Individual $14,713
Couple $19,913
Three People $25,113

To apply, call the Blue Mountain Action Council at 529-4980, and ask to speak to Bob Castoldi at extension 129.

http://www.cpwa.us/residents/city utilities.php



http://www.cpwa.us/residents/city_utilities.php

Discounted Rates

I~

Redmond

WASHINGTON

HOME / GOVERNMENT / CITY DEFARTMENTS / FINANCE / UTILITIES / LOW-INCOME DISCOUNTS

LOW-INCOME DISCOUNTS

If you are a low-income senior citizen or low-income totally and permanently disabled citizen, you may qualify for a 50% discount on your City of
Redmond utility bill. To qualify, you must meet the following requirements:

+ Have a City of Redmond utility account established in your name
- Must reside in a living unit that has a use classification of single-family residential
+ Be a low-income senior citizen or a low-income totally and permanently disabled person

« Seniors must be at least 62 years of age. Disabled persons must be at least 18 years of age

The credit shall only be allowed from and after the date that the citizen makes application for this credit and is approved for this credit. The City
shall not be liable for the failure of any qualified person to make application for the credit and there shall be no entitlement to such credit in the
absence of an application therefore.

Low-Income Senior Citizen

Low-income senior citizen means the head of a single-family household as defined by Internal Revenue Service regulations who has attained
the age of 62 years and whose fotal income from all sources, including that of his or her spouse or co-tenant, does not exceed the amount
specified as "very low income" in the regulations of the United States Department of Housing and Urban Development (HUD) for Section 8
programs, as now existing or as hereafter amended. To qualify for this program, a person must provide proof of age and income, as specified on
the application.

Low-Income Disabled Citizen

Low-income disabled citizen means a person who is permanently and totally disabled and whose total income from all sources, including that of
his or her spouse or co-tenant, does not exceed the amount specified as "very low income” under the regulations of the United States
Department of Housing and Urban Development (HUD) for Section & programs, as now existing or as hereafter amended. To qualify for this
program, a person must provide proof of income and proof of permanent and total disability, as specified on the application.

2020 Household Income Requirements

https://www.redmond.gov/488/Low-Income-Discounts

CONTACT US
Utility Billing

Email Utility Billing

Physical Address

15670 NE 85th Street
Customer Service Counter
Redmaond, WA 98052

Phone: 425-556-2152


https://www.redmond.gov/488/Low-Income-Discounts
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Customer Assistance Programs to Pay Customers’ Bills

You Are Here: Home » Customers » Customer Assistance Program

Customer Assistance Program

About the Program

Lakehaven Water and Sewer District's Customer Assistance Program is
helping those customers in our community who find themselves unable to
pay their water/sewer bills. Funding for this program comes from
voluntary contributions from our employees, commissioners and from
customers wishing to help their neighbors in need. The Multi-Service
Center in Federal Way has been administering this program since it
started and carefully screens fund recipients to determine eligibility and

lakena“e“ need. Since 1994 this fund has helped between 35 and 60 families per

W, \WATER & SEWER DISTRICT year.
Providing water and sewer services
to communities in South King County. Donations

If you would like to contribute, please indicate your desired contribution
on the appropriate space on your water/sewer payment stub and include
your donation with your payment. Your contribution may be tax
deductible, if you itemize deductions. Your donations are appreciated and
ol : . °P Contact Us
can make a big difference in someone's life. For those customers whose

payment is through an automatic payment plan, you may send your

donations directly to Lakehaven Water and Sewer District along with a Customer Service
note indicating your request. Email

Contact Us Physical Address
Please contact us at 253-941-1516 for more information on this program. 31627 1st Avenue S

Fadaral WWiaa WA ORNON2
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Some Elements of Designing a Bill Paying CAP

« Deciding who gets assistance and how often

* Deciding what types of assistance to provide

» Determining how much the CAP will cost
 Devising a plan to fund the CAP

» Partnering with organizations for administration
 Planning for program outreach and monitoring




N )
Who Gets Assistance?
Common Practices in Eligibility Verification

« Partnering with another organization that focuses on assisting residents
with bills 8ow—|ncome, senior citizens, other needs, etc.)

 Proof of eligibility in related programs, such as:
* LIHEAP (Low Income Home Energy Assistance Program)
« AFDC (Aid to Families with Dependent Children)
SSI (Supplemental Social Security Income)
Medicaid
SNAP (Supplemental Nutrition Assistance Program)
Local property tax assistance; and

Other u)tilities (electric, natural gas, telephone, offer discount programs based on
income

 Or, during COVID, ask person to attest their eligibility (waive proof requirement)

* For COVID CAPs, must be affected by the virus (health or loss of
Income/employment)



How to Fun

 General Fund

 Donations

« E.g. in Spokane, WA, using
donations from the public, which
are matched by the City and Avista

 Voluntary bill round-ups

* Non-operating revenue (e.g.
water tower lease revenues,
service line protection programs)

 CARES Act funds during COVID
(but only COVID-affected
customers are eligible)

https://my.spokanecity.org/covid19/utility-donations/

nlandStrone

B & i vimeo

We are so excited to tell you that we have reached our fundraising goal! Our sincere thanks go out to the citizens
who provided donations to assist their neighbors with paying their utility bills.

On March 31, Project Share and UHelp, two important local programs supported by public donations that provide
assistance with utility bills, teamed up to assist community members facing hardship because of COVID-15.

The new partnership was created to help families pay their utility bills as they face challenges during "Stay Home,
Stay Healthy” order that has led to widespread closures of businesses and schools.

For every $1 the public donated to this project up to $50,000, the City of Spokane and Avista each matched it. That
meant for every $1 donated, $2 more went to support our community.

Through this program, we have provided $150,000 for community members to access to help pay for their energy
bills and City utility bills for water, sewer, stormwater, and garbage services.

While the matching funds have been exhausted, donations for this effort are always appreciated.

Thank you for supporting our community. Working together, we will be #InlandStrong!

Make a Donation

Thank You!

So far, 530 people have made a donation to help
their neighbors. Thanks to everyone who donated!

&P Donations $52,808
<+ city & Avista $100,000
¥ Total $152,808
‘ PROJECT Spokana

| SHARE#M help

$1+3$52=0

04:25
@Beiv

Need Help?

To access U Help or Project Share assistance for
low-income customers, please call SNAP at 456-
SNAP.

To access utility bill help for businesses, see

We're here to help.


https://my.spokanecity.org/covid19/utility-donations/
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How to Fund Bill Paying CAPs

From Rate Revenues
https://efc.sog.unc.edu/resource/navigat

Ing-legal-pathways-rate-funded-
customer-assistance-programs-quide-
water-and

In WA, WUTC-regulated utilities can
charge reduced rates for low-income
senior customers and low-income
customers, funded by other rate
revenues. (During COVID, special
dispensation to fund CAP for all
customers affected by COVID from rev.

WA local government utilities can
implement low-income CAPs funded by
rate revenue and determine eligibility
criteria. Can waive connection/tap fees
for low-income customers.

Navigating Legal Pathways to
Rate-Funded Customer Assistance
Programs

A Guide for Water and Wastewater Utilitie

114

Note: This is an excerpt from a larger report, “Navigating Legal Pathways to Rate-Funded Customer Assistance Programs: A Guide for

Water and Wastewater Utilities. " To access the whole report, go to
Washington
£

Water and wastewater utilities in Washington fall un-
der several rate setting regulatory systems.

on Utilities and Transportation Cor
sion (WUTC) regulates private wastewater companies
and water companies that have 100 or more connec-
tions or that charge more than $557 a year per custom-
er.” The WUTC does not regulate government-owned
utilities.” Commission-regulated utilities can request
approval from the WUTC to provide reduced rates

to “low-income senior customers and low-income
customers.” Under the same provision, “expenses

and lost revenues as a result of these discounts shall be
included in the company’s cost of service and recov-
ered in rates to other customers” Of additional impor-
tance, Wash. Rev. Code § 80.28.100 prohibits private
water and wastewater companies from granting any
special rate or rebate, or from receiving greater or less
compensation from any person than is received from
any other person for “doing a like or contemporaneous
service with respect thereto under the same or sub-
stantially similar circumstances or conditions,” except

Commission-regulated utilities  ((60))

Noncommission-regulated utilities

State Population (2016): 7,288,000
Median Annual Houschold Income =
$61,062
(2015):
Poverty Rate (2015): 13.3%
Typical Annual Houschold Water $853
853

and Wastewater Expenditures (2015):

Washington has 2,265 community water systems (CWS),

45 serve

of which 1, and
populations of 10,000 or fewer people.

are privately ownc

Washington has 247 publicly owned treatment works
facilities (POTWSs), of which 175 treat 1 MGD or less.

625241 people arc served by privately owned CWS;
65,075 are served by government-owned CWS; and

5,928,671 are served by POTWs.

Estimated Long-Term Water and

N $13.2 billion

as authorized in Title 80 (above) of the statutes. Fur-
thermore, Wash. Rev. Code § 80.28.090 prohibits any

private water and wastewater company from granting
d

any undue or ble prefe e or ge to
any customer or from subjecting any customer to any
undue or ble prejudice or di: ge.

Thus, despite the prohibitions against commission-
regulated utilities granting discriminatory rates or
granting preferences or advantages to certain cus-
tomers, Wash. Rev. Code § 80.28.068 appears to give
commission-regulated utilities express authorization to
implement low-income customer assistance programs
(CAPs) funded by rate revenues, so long as the WUTC
grants them an exception to do so.

Sources: ULS. Census Barean, 2016 Papulation Estimate &

Estimates; 2016
ney, 2016

king Water

Government-owned utilities, which are not regulated
by the WUTC, are granted explicit authority to imple-
ment low-income CAPs funded by rate revenues.

Furthermore, the eligibility requirements for these
programs are not defined by statute, which means
that government-owned utilities can select their own
criteria to determine which customers may access as-
sistance.”™

Navigating Legal Pathways to Rate-Funded Customer Assistance Programs: A Guide for Water and Wastewater Utilities


https://efc.sog.unc.edu/resource/navigating-legal-pathways-rate-funded-customer-assistance-programs-guide-water-and
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How to Fund COVID-Related Bill Paying CAPs

From Washington State CDBG
https://deptofcommerce.app.box.com/s/qp4k0lo

07881 7wclh56f4suj8daihwvk

CDBG can provide grants to local governments
(or their partners) to administer subsistence
payment programs to prevent disconnections
from essential services/homelessness.

Not for local governments entitled to receive
urban area CDBG funds directly from HUD.

Some specific criteria regarding income
thresholds, documentation, avoiding
duplication, and administration of the funds.

Washington State CDBG COVID-19 Subsistence Payments Guide
For Utility/Rent/Mortgage and Other Short-Term Financial Assistance

Guide Sections

. Washington State Community Development Block Grant (CDBG) Program
Il Local Subsistence Payment Programs
. Whao can receive CDBG subsistence payments?
V. CDBG Subsistence Payments
V.  Income Qualification and CDBG National Objective

VI.  Program Administration
VIl.  CDBG General Administration
VIl Nendiscrimination and Inclusion

The following Attachments are also available on the COBEG-CV webpage
A, CDBG COVID-19 Utility/Rent/Mortgage Subsistence Payment - Application and
Verification Form - template
B. CDBG COVID-19 Subsistence Payment Project Detail Reporl — template
C. CDRG-CV Public Services Fxpenditure Repart (being developed)

I Washington State Community Develapment Block Grant Program

The Washington State Community Development Block Grant (CDBG) program, administered by
the state Department of Commerce (Commerce), receives an annual allocation of federal funds
from the US Department of Housing and Urban Development (HUD). In addition, Commerce is
receiving additional CDBG Coronavirus (CDBG-CV) funds through the federal Coronavirus Aid,
Relief, and Fronomic Security (CARES) Act.

Purpose - The COBG primary national objective is to benefit low- and moderate-income (LMI)
persans. LMl is defined as 80 percent of the county median income, adjusted by household
size. In limited cases, CDBG funds may be used to alleviate gualifying urgent needs. LM
persans receive assistance through local programs and activities funded with a state CDBG
grant. Based on the CARES Act, the purpose of CDBG COVID-19 funding is to prevent, prepare
for, and respond Lo the coronavirus pandemic.

Eligible Activities - The state CDBG program funds a wide range of community and economic
development activities. In response to COVID-19 impacts, CDBG Economic Opportunity Grants
for COVID-19 Response Services and CDBG-CV funds are targeted towards urgent public
services and facilities, and microenterprise assistance.

Local Gavernment Grant Reciplents — The state CDRG program awards grants to only those
rural city/town and county governments not entitled to receive urban area CDBG funds directly
from HUD. The local government grantees then use the COBG funds for priority local programs
and activities. The local government grantee can choose to pass funds to a local/regional

service provider to administer the subsistence payment program as their grant subrecipient.

CDBG Application Materials and Resources — Materials and resources for local governments to
apply for a state CDBG are available at www.commerce. wa.gov/CDBG.



https://deptofcommerce.app.box.com/s/gp4k0lo078817wc1h56f4suj8daihwvk

Example of Small WA Water System with Bill
Paying Customer Assistance Program

) SUMNER voa i

# ABOUT  GOVERNMENT » SERVICES -~ DAILYLIFE + CALENDAR ~

Sumner, WA
« $60k of CARES Act funding

Sumner CARES Support

 Partner with two non-profits
rcner wi WO non-profi
* Eligibility:
IJIONILY.
 Affected by COVID-19
ecle
Sumner CARES funding is available to help Sumner residents experiencing difficulties in
P I m th h |d paying utility bills, rent or garbage bills due to the coronavirus and its effects. The City of
n CO e reS O S Sumner has allocated $60,000 of its CARES Act funding for this program, in partnership with
i i n Se rVi Ce area Sumner Rotary and the Sumner-Bonney Lake Family Center.
* With
To be eligible, applicants must
° A I - t - I I I « Be able to demonstrate that their request for assistance is caused by the COVID-19
pp ICan el I lal S Or Ca S pandemic. This could include
o Loss of employment — or — reduction in hours of employment
® o Health quarantine or isolation due to COVID-19

AI S O Oﬁe rS p aym e nt p I a.n S » Meet the USDA income guidelines for child nutrition programs.

« For housing (rent or mortgage) assistance the applicant must reside within the city limits
of Sumner.
« For water/sewer utility payment assistance the applicant must reside within the city of

https://sumnerwa.gov/sumner-cares-support/ Sumner utiity service areas.

« For refuse utility assistance the applicant must reside within the city limits of Sumner.
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Examples of Bill Paying CAPs in WA

City of Sumner -COVID affected health or employment Sumner-Bonney Lake Family ~ $60k CARES Act
-USDA income guidelines for child nutrition Center and Sumner Rotary Donations
programs
City of Lacey -<125% of poverty line Community Action Council Donations Up to $75 twice/yr

-Income <$30k e
--------------------------------------------- COVID: donations COVID: 1-time
-COVID affected income and CDBG

-<200% poverty line or <60% AMI

Lakehaven -Income < 50% AMI Multi-Service Center in Donations 1-time,

WSD Federal Way Up to S500 in Renton
City of -No shut-offs past 12 months Salvation Army Donations; 2x1 1-time

Spokane -COVID affected finances match by City

(UHelp) Utilities and Avista

Project Share

Thurston PUD  -Income <S40k or Self-administered (Project Donations
-COVID affected finances and unemployed Help)

Please contact the utility or CAP administrators for more up-to-date information


https://sumnerwa.gov/sumner-cares-support/
https://www.sumnersd.org/Page/5164
http://www.ci.lacey.wa.us/city-government/city-departments/finance/utility-customer-service-/utility-assistance-fund
https://caclmt.org/
https://www.lakehaven.org/210/Customer-Assistance-Program
https://mschelps.org/gethelp/rentalemergencyassistance/
https://my.spokanecity.org/covid19/utility-donations/
https://my.spokanecity.org/publicworks/utility-billing/uhelp/
http://www.thurstonpud.org/customer-support.htm
http://www.thurstonpud.org/docs/Project%20Help%20Application%20For%20Assistance.pdf
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More Examples on MRSC Website

Scroll down to
“Utility Collection
Deferrals,
Shutoffs, and
Payment Plans”

Direct link to
webpage

RESEARCH TOOLS EXPLORE TOPICS

/"“l M RS( : ContactUs Partners Rosters

Local Government Success

STAY INFORMED TRAINING

Have a Research Question?

PUBLICATIONS

ABOUT MRSC

Home = Explore Topics = Public Safety = Coronavirus (COVID-19) Resources for Local Governments = Corenavirus (COVID-19) Small Business and Tenant Assistance Programs

Bvea

Coronavirus (COVID-19) Small Business and
Tenant Assistance Programs

On this Page =

This page provides examples of small business and tenant relief programs, including utility
collection policies and shutoff moratoriums, that have been adopted by local governments
in Washington State as a result of the 2020 novel coronavirus (COVID-19) pandemic. This
information is geared toward local government staff and officials and is notintended as a
comprehensive list of resources available to small businesses or residents.

Itis part of MRSC's Coronavirus (COVID-19) Resources for Local Governments series.

Latest Updates

To help you keep track of the rapidly changing situation related to COVID-19, here is a
surmmary of recent changes to this page:

Related Materials
l;;,m BLOG

Waiving Competitive Bidding
Requirements in the Event of an
Emergency

Planning for the Safe Reopening of
Public Buildings

JEX IN FOCus

World's Largest Work-From-Home
Experiment

Treasury Releases CARES Act
Guidance

B IN THE NEWS

Yakima to offer free drive-in movies
at Kiwanis Park starting Aug. 8


http://mrsc.org/Home/Explore-Topics/Public-Safety/Emergency-Services/Public-Health-Emergencies/Coronavirus-Small-Business-Tenant-Assistance.aspx#utilities
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Business Case for Creating CAPsS

When customers have trouble paying utility bills, costs to the
utility include:
* increased arrearages
* collection costs
e communication and customer service costs (e.g. disconnection notices)
« staff and vehicle costs for service terminations

Could eventually lead to write-offs
Buyers of utility bonds also get nervous
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How Much Does a Bill Paying CAP Cost?

. . . N —
Customer Assistance Program Cost Estimation Q) S mUNC
TO O I : Water Utility Customer Assistance Program Cost Estimation Tool
https://efc.sog.unc.edu/resource/water-utility- Davelaped by the Environmentsl Finnce Canter e Univarsy o North Carois, hapel Hi
customer-assistance-program-cost-estimation-tool

Click here to access a video tutorial on using the tool.

Free, downloadable spreadsheet model

To help residential customers with low or fixed incomes pay water and/or wastewater bills they cannot afford, some utilities have
- - - R - - - set up customer assistance programs. Customer assistance programs vary from utility to utility. For the purposes of this toal,
customer assistance programs refer to programs that set aside funds that can be used to pay at least part of a customer's bill
e S I e re n e I g I I I y an p rO g ral I I u n I n g C rl e rl a when the customer shows that they cannot afford to pay the full amount. Customer assistance programs can be organized and
administered in a vanety of ways by different types of organizations, and can be funded through donations, bill round-up
programs, grants, or a number of ways.

Estimates range of costs to fund the program [ A e e e

on the Water Research Foundation website

- What is the Objective of this Tool? What Type of Customer Assistance Program is Modeled in this Tool?
ACCO u n tS fo r re COVe r Of b ad d e bt aVO I d an Ce Of This tool helps a water utility calculate a rough, ball-park estimate of the annual cost of funding a new customer assistance
program. It assumes that only residential customers with annual household income below a certain threshold would be eligible
to participate in the customer assistance program. The customer assistance program is set up to provide each participating

. . customer up to a certain annual maximum amount of financial assistance (grants or reductions in bills) to pay the portions of
er e - O S O O S e e COS O u n I n g e p ro g ral I l their water and/or wastewater bills that they cannot afford to pay. The maximum assistance amount and the income threshald,

which is based on current waterfwastewater rates and a targeted percent of household income, are set by the utility in this tool.

C - = - - - How Does the Tool Work?
E F Can WO rk WI t h utl | Itl eS I n u S I n th I S to O I The utility enters in key information on its current rates, maximum annual assistance per customer, targeted income thresholds,
various assumptions and the income distribution of its senice area using U.S. Census Bureau data (with instructions). The toal
then estimates how much the modeled customer assistance program would cost the utility to fund each year. The costs are

estimated as a range, based on how much bad debt is assumed to be recovered through the financial assistance provided to the
participating customers.


https://efc.sog.unc.edu/resource/water-utility-customer-assistance-program-cost-estimation-tool
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Program Outreach and Monitoring

* After getting a CAP approved and implemented, low participation
rates can be an anticlimax

« Getting the message to eligible customers is critical

« Common outreach mechanisms are:
« Bill stuffers
« Door hangers
« Emails, mail, or automated phone calls to customers
* Public meetings
« Community fairs
 Inform non-profits / Social Services / charity orgs. / community groups
* Local media announcements
* Websites
« Customer Service referrals (proactive and reactive)



s mi

Where to Start?

* Read the resources on the DOH’s webpage

e If already have CAPs: ensure eligibility includes any customer
who Is affected by COVID

» Assess the level of need at your utility

* If Interested in new programs: look at examples from other
utilities, but adjust based on your utility’s characteristics

« |f adopting a new program, use standard practice of getting approval by
the governing body and/or public review process

* Post on your website and consider additional communications
 Start by informing the customers who have delinguent accounts



https://www.doh.wa.gov/CommunityandEnvironment/DrinkingWater/WaterSystemAssistance/CustomerAssistanceProgram

|

Additional Support for Households from the State

DCAP: Disaster Cash Assistance Program (Webpage link)
Administered by the WA State Dept. of Social and Health Services
Applications on http://washingtonconnection.org and call 877-501-2233

FAQ d O C u m e nt Disaster Cash Assistance Program

Frequently Asked Questions

What is the Disaster Cash Assistance Program or DCAP?

The Department of Social and Health Services is activating the Disaster Cash Assistance Program, or DCAP,
beginning April 17, 2020. This program is intended to help some Washingtonians meet their basic needs during
the state of emergency caused by COVID-19 state of emergency.

Why is this happening?

In response to the COVID-19 pandemic, Governor Inslee declared a state of emergency for all counties in
Washington state. This allows DSHS to issue benefits under the Disaster Cash Assistance Program to families and

individuals who wouldn’t normally be eligible for cash benefits.

How do | applv?


https://www.dshs.wa.gov/esa/emergency-assistance-programs/disaster-cash-assistance-program
http://washingtonconnection.org/
https://www.dshs.wa.gov/sites/default/files/English-DisasterCashAssistanceProgramFAQ.pdf

M. )
Questions from Webinars 1 and 2

Y o~ v . g A’

Unmute Start Video Invite Participants Chat

f

Submit your questions in the “Chat” box

There will be additional time to ask questions in tomorrow’s session, 10:00 — 11:30am

Or submit a request for free one-on-one advising at https://efcnetwork.org/ (small water systems with <10k pop.)

wironemental inasce centet e

HOME ABOUT ¥ WORKSHOPS & WEBINARS ¥ ASSISTANCE ¥ RESOURCES ¥ BLOG ¥ ARCHIVES ¥ Q

& > ASSISTANCE > REQUEST ASSISTANCE REQUEST ASSISTANCE

Where We've Provided Assistance-Round 6

REQUEST ASSISTANCE


https://efcnetwork.org/

s mi

Is there Financial Relief?

» Federal stimulus bills
« CARES Act
 Payroll Protection Plan (non-governmental, small businesses)

« CDBG and WA DCAP - assistance helps customers pay bills
 Future federal or State stimulus?

* Funding programs available to offer low interest loans and/or grants



Asset Management Tools

SOUTHWEST
ENVIRONMENTAL Start Here Resources
FINANCE CENTER

Asset Management
. WHAT IS ASSET HOW DO |
Switchboard MANAGEMENT? GET STARTED?
The Southwest Envireonmental Finance Center has
partnered with EPA to create a repository of

documentation and tools related to Asset

Management.

Whether you are new to the Asset Management

process or just need a refresher on a specific topic,

ASSET
MANAGEMENT
SWITCHBOARD

the resource you are looking for is probably here. If
you're unable to find what you're looking for, reach

out and tell us about it.

If you would like to contribute by having a resource
added to the repository, please email the Southwest
Environmental Finance Center (by clicking on the link BEL%EE:JHE ' 1 CE_I{EPSOEIESE.S
below) and tell us about it. We welcome your

feedback and strive to serve your utility and water

systems at large.

@ Email SW EFC

BENEFITS

OF ASSET
@ Phone (505) 277-0644 MANAGEMENT

https://swefcamswitchboard.unm.edu/am/



https://swefcamswitchboard.unm.edu/am/

J

SW EFC Website

@, | SOUTHWEST
\/) ENVIRONMENTAL Home About v Resources Blog Events Switchboards v O

L

FINANCE CENTER

*

https://swefc.unm.edu/home/
resources/

All Specialty Areas v All Topics v All Sub Topics v

Reset

pasats 4
/ Rporl Ask the Expert Webinar
fotieg ool
WEBINAR | Ask the Expert — Advice on Water System
Partnerships
21y A 5 Heather Himmelberger and Ross Waugh
e Cyle Criveaiity ?IZOM
i el
— ’ i Mo
AM KAN Work! Ask the Expert: Advice on Ask the Expert: Asset

Water System Partnerships Management 2014

This guidebook walks a system through



https://swefc.unm.edu/home/resources/

Private Well
Classes

https://www.isws.illinois.edu/groundwater-science/the-

private-well-class

lllinois Natural History Survey lllinois State Archaeological Survey lllinois State Geological Survey lllinols State Water Survey  lllinois Sustainable Technology Center

1L ILLINOIS

lllinois State Water Survey
PRAIRIE RESEARCH INSTITUTE

Contact Research Publications

Groundwater Science

Home / Groundwater Science / The Private Well Class - Free Training for Private Well Owners

The Private Well Class - Free Training for Private Well Owners

Principal Investigator: Steve Wilson

Project Staff: Walt Kelly (Co-Pl), Jennifer Wilson, Katie Buckley, Dan Webb,
Joan Jach, Hideyuki Terashima

Sponsor: Rural Community Assistance Partnership, with funding from
the United States Environmental Protection Agency

Project Period: 2013—present

More than 15 million private wells provide the primary source of drinking water to
15% of the U.S. population, but a majority of well owners don't know how to care
for their well, determine if their water is safe to drink, or protect groundwater from
contamination.

This lack of knowledge not only endangers the health of 47 million mostly rural
Americans who rely on well water, but also increases the vulnerability of the 102
million Americans served by a public water system using groundwater (135,000
public water supplies).



https://www.isws.illinois.edu/groundwater-science/the-private-well-class

Free Assistance and Resources
JiYY to Small Water Systems by the
Environmental Finance Center Network

http://efcnetwork.org



http://efcnetwork.org/

Tools To Assist Water Utilities With Financial Decision

Making

Water and Wastewater Rates Analysis Model

Use this tool to review your rates to ensure projected revenues cover projected expenses. This tool will help you determine whether proposed
rates will keep the utllity financially sei™-sufficient for the next few years,

OFlnanciaI Health Checkup for Water Utilities

Use this tool to get a SﬂapSth of your utilitys financial health and demonstrate the financial strengths and weaknesses of your utility over the past
. The tool uses your utility's financial data to calculate and visualize 6 financial performance indicators.

OResidential Rates Affordability Assessment Tool

Use this tool to assess how affordable rates are to your customer base using multiple metrics.

Plan to Pay: Scenarios to Fund Your Capital Improvement Plan

Use this tool to help plan how to pay for future capital projects. The tool will estimate the effects that paying for capital projects will have on your
rates under various scenarios.

@Water Utility Customer Assistance Program Cost Estimation Tool

Use this tool to estimate the funds needed from your utility (or other organization) to create a Customer Assistance Program that helps residentia
customers when they cannot afford to pay thelr water bill.



Financial Resilience Dashboard

FINANCIAL RESILIENCE DASHBOARD
» This dashboard is designed to show the impact of R WATER AND WAS TEWATER UTILITIES.
revenue losses on a utility in light of COVID-19.

Please input the values below utilitizing the most up to date information on the
utility’s finances.

Operating Revenues Unrestricted Cash
« What data do you need? (51000000 | [s2s0000
° Operatl ng revenues Operating Expenses -Percent of Revenues Anticipated to Lose
|3500.000 | 20%
» Percent of revenues anticipated to be lost due to COVID-19 @ <>
« Operating expenses
e Unrestricted cash Based on these inputs, the utility can expect to have the

following financial outcomes:

» https://public.tableau.com/profile/efc.at.unc#!/vizhome/ ST 101
: ays Cash on Han
InputCOVIDDashboard/Landing
Days the Utility can Operate by
Supplementing Revenue Loss with 456
Unrestricted Cash

< Click to View Landing Pg Click to View Inputs >

H:+ableau & ks B 8


https://public.tableau.com/profile/efc.at.unc#!/vizhome/InputCOVIDDashboard/Landing

.
COVID-19 Revenue Loss Tool

* This tool integrates any changes in usage, delinquencies, capital improvements, and
expenses to provide a more in-depth understanding of COVID-19’s impacts going
forward.

|—| Name of Utility: Name your scenarios:
| Scenario 1
Additional information on inputs Scenario 2
Bills charged Anticipated for FY2020 State of Emergency lifted (when late fees can be collected, when payment plans start)
Only input revenue from water rate|Total annual revenue from billed charges: $428,418.00 Enter as month/year (e.g. June 2020}
leave blank if no change Scenaric]  Jun-20|
Annual Revenue from residential connections 5 40641744 | 5 41454579 Scenario|  Aug-20)
Annual revenue from non-residential connections © $  22,00056 | $  22,660.58
This can be calculated by dividing t|% of average residential bill that is fixed N 28% 29%
% of average non-residential bill that is fixed 7% o%
we might see a semi-gradual shift back to typical consumption, though it depends on the action of the local organizations/institutions and when folks go back to work
Change in usage due to COVID-19 Mar-20 Apr-20 May-20  Jun-200  Jul-20 Aug-20 Sep-20 0Oct-20 Nov-20 Dec-20(012021 Q22021 Q32021 Q42021 Q12022 Q22022 Q32022 Q42022
Use AMI data if & Seenario 1 % change in residential usage 5% 5% 5% 3% 2% 1% 0% 0% 0% 0% -1% -1% -1% -1% -1% -1% -1% -1%
Institutional, Indu % change in non-residential usage -20% -20% -18% -15% -12% -8% -B% -6% -4% -4% -2% 0% 0% 0% 0% 0% 0% 0%
Scenario 2 % change in residential usage 10% 10% % 8% 7% 3% 3% 3% 2% 1% 1% 1% 1% 1% 1% 1% 1% 1%
% change in non-residential usage -20% -20% -18% -15% -10% -5% -5% -5% -5% -5% -5% -5% -5% -5% -5% -5% -5% -5%
Deliquencies Customer Percentage of total delinguncies
Revenue that was billed but not co|Typical annual amount of delinquencies pre-COVID b Segment 5% 25% Pay full delinquencies after mortorium and full bills going forward
OR OR Segment 40% 25% Pay partial delinquencies after moratorium and full bills going forward, with part of the delinquencies added
Typical % of annual revenue from billed charges not C 0.6% Segment 35% 50% Pay partial bills going forward
Mar-20 Apr-20 May-20|  Jun-20 Jul-20 Aug-200 Sep-200 Oc-200 Now-20 Dec-20 Q12021 Q22021 Q32021 Q42021 Q12022 Q22022 Q32022 Q42022
Scenario 1 % of delinguences 6% B% 10% 3% 2% 2% 2% 2% 1% 1% 1% 1% 1% 1% 1% 1% 1% 1%
Scenario 2 % of delinquences 15% 17% 20% 25% 23% 20% 18% 15% 10% 10% 10% 5% 2% 2% 2% 2% 2% 2%
If your delinquency rate has doubled, then it has increased by 200%  * We expect a sharp increase at the in March and April of 2020, then perhaps a slow climb, and a decrease when the S0E ends*
Change in non-rate revenue
pre-COVID- find in audit pre-Covid annual Penaities 5 2,600.00
pre-COVID- find in audit Connections and tap fees (and penalties, if not separ $ 6,560.00
pre-COVID- find in audit Capital (or system development) fees s -
Mar-20 Apr-20 May-20  Jun-200  Jul-20 Aug-20 Sep-200 Oct-20) Nov-20 Dec-20(012021 Q22021 Q32021 Q42021 Q12022 Q22022 Q32022 Q42022
take into consider % change in Penalties -100% -100% -100% -5% -5% -3% -1% 0% 0% 0% 0% 0% 0% 0% 0% 0% 0% 0%
proxy for decline i Scenario 1 % change in Connections and tap fees -10% -10% -10% -10% -0% -5% -3% -1% 0% 0% 0% 0% 0% 0% 0% 0% 0% 0%
% change in Capital, or system development, fees -5% -5% -5% -5% -5% -5% -5% -5% -5% -5% -5% -5% -5% -5% -5% -5% -5% -5%
% change in Penalties -100% -100% -100% -100% -100% -5% -3% -2% -1% 0% 0% 0% 0% 0% 0% 0% 0% 0%
Scenario 2 % change in Connections and tap fees -10% -10% -10% -10% -5% -5% -3% -1% 0% 0% 0% 0% 0% 0% 0% 0% 0% 0%
% change in Capital, or system development, fees -5% -5% -5% -5% -5% -5% -5% -5% -5% -5% -5% -5% -5% -5% -5% -5% -5% -5%




.
COVID-19 Revenue Loss Tool

Scenario 1 and 2 Inputs

Industrial -~ - e Scenario 1 (solid line) is a more

usage v hopeful outlook with the impacts of
COVID-19 lessening sooner than
later

Commercial

usage * Scenario 2 (dotted line) is a worse
off case with the impacts of COVID-

- = 19 lasting longer
Delinquencies - ~
/ ~

™

/ ~
i//\‘__

JJFM A MIJ J AS OND JFM
2020 2021
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Water and Wastewater Rates Analysis Model

Projected Total Annual Revenues in the Next Five Fiscal Years

1 Staying with existing rates | sing new rates - = = Expenses
5300000 -
5700,000 -
600 000
500000 { =< =
5400000
5300000 -
5200,000
3100000

FY2020 Fy2021 Fy2022 FY2023 FyY2024

Fy2020 FY2021 Fyz2022 FY2023 FY2024

Met revenues without changing rates

L . 5166,199 5149 665 $132 780 5115532 597,909
(existing rates)
Netrevenues after changing rates $174,771 $166,844 $158 602 $150,026 $139,817
(new rates)
T B 2R B et e $8,572 $17,178 $25,822 $34,504 $41,908

the New Rates



iInancial Health Checkup f

Key
[1]
[21
(31
4
[4b]
[51
(el
(71
(8l
(a1

Field in the financial statement/CAFR

Total Operating Revenues

Total Operating Expenses

Depreciation & Amortization Expenses

Debt Principal Payments

Debt Interest Payments

Current Assets, excluding inventories, restricted cash, prepaids
Current Liabilities, excluding deposits & bond anticipation notes
Unrestricted Cash & Investments

Total Accumulated Depreciation

Total Depreciable Capital Assets

Did you generate the revenues needed to pay for 0&M and a little for capital?

R Y R ¥ ¥ R

2010
2,341,857
2,229,208

362,047
185,000
84,859
2,986,691
757,776
1,961,851
5,125,329
17,221,067

Fiscal Year End

2011 2012
$ 2,556,399  $ 2,271,777
$ 2,403,938 § 2,565,282
s 490,007 $ 569,998
8 279,242 $ 333,558
) 81,330 $ 72,808
$ 3,565,601 $ 3,266,234
$ 776,266 S 495,555
$ 2,883,569 $ 2,411,154
$ 5,520,510 $ 7,661,024
$ 17,144,542 § 18,697,849

Did you generate the revenues needed to pay for 0&M by itself?

or

ater Utilities

Enter as shown in the Total Operating
Enter as shown in the Total Operating
Depreciation and amortization are liste
Enter 50 if there were no debt service |
Enter $0 if there were no debt service |
Total Current Assets minus all inventor
Total Current Liabilities minus all refun
Unrestricted Cash & Investments (and
Total accumulated depreciation on cap

2013 2014 Instructions
3 2,334,236 & 2,501,286
$ 2,555,504 $ 2,740,266
S 568,179 § 534,000
5 132,742 | & 436,459
s 71,620 $ 55,535
3 3,050,573 & 2,941,629
$ 656,257 S 547,019
S 2,273,697 S 2,415,013
s 8,229,207 & 8,763,207
5 18,744,028 S 18,854,157

Enter the total value of capital assets t

Did you generate the revenues needed to pay for 0&M and existing debt service?

Operating Ratio, including depreciation

2011 2012 2013 2014

Operating Ratio, not including depreciation

N

2010

201 2012 2013 2014

Debt Service Coverage Ratio
250

200 +
150 4

N

0.50

0.00
2010

2011 2012 2m3 2014

Did you have encugh liquidity to pay your current liabilities at the end of the ye

How many days could you continue to operate the utility with the cash levels

ave How much hawve your utility's assets depreciated (nearing the end of thel

Quick Ratio
7.00

5.00
500
400
3.00
200 +
1.00

0.00 +
2010 2011 2012 2013

2014

600

Days Cash on Hand

2013 2014

Percent of Capital Assets Depreciated

Pl bel 013 2014
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Residential Rates Affordability Assessment Tool

Affordability of Water Rates Assessed at 4000 Gallons/Month and the 2017 Income Levels

Under CURRENT Rates

A0%
B :Aannually % of Population
@ Current rates Spent on Bills
29.4% of households are
€ Aternati . estimated to have incomes 0%
rMaLive rates
below %25,000.
[ 1
205%
10%
3.44%
@ All households 2.30% 1.38%
- : 0.98% 0.69% 0.46% 0.34% 0.23% 017%
H I Lecs than 510k 510k - 515k - 525k - 535k - 550k - 575k - 5100k - At least 5150k
{2 Homeowners only 514.9k 524 8k 534 9k $48 8k 574 9k 599 8k 5149 ok
| J

39.4% of residential customers are estimated to have had less than 525,000 in annual income. These households will have spent
more than 1.38% of their income under the current rates for water bills at 4000 gallons/month. 13.6% of households will have spent
more than 3.44% of their income. However, a substantial number of low-income househaolds may be living in rental homes and
apartments and do not pay water bills, which may be included in their rent.
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How Much Does a Bill Paying CAP Cost?

. . . N —
Customer Assistance Program Cost Estimation Q) S mUNC
TO O I : Water Utility Customer Assistance Program Cost Estimation Tool
https://efc.sog.unc.edu/resource/water-utility- Davelaped by the Environmentsl Finnce Canter e Univarsy o North Carois, hapel Hi
customer-assistance-program-cost-estimation-tool

Click here to access a video tutorial on using the tool.

Free, downloadable spreadsheet model

To help residential customers with low or fixed incomes pay water and/or wastewater bills they cannot afford, some utilities have
- - - R - - - set up customer assistance programs. Customer assistance programs vary from utility to utility. For the purposes of this toal,
customer assistance programs refer to programs that set aside funds that can be used to pay at least part of a customer's bill
e S I e re n e I g I I I y an p rO g ral I I u n I n g C rl e rl a when the customer shows that they cannot afford to pay the full amount. Customer assistance programs can be organized and
administered in a vanety of ways by different types of organizations, and can be funded through donations, bill round-up
programs, grants, or a number of ways.

Estimates range of costs to fund the program [ A e e e

on the Water Research Foundation website

- What is the Objective of this Tool? What Type of Customer Assistance Program is Modeled in this Tool?
ACCO u n tS fo r re COVe r Of b ad d e bt aVO I d an Ce Of This tool helps a water utility calculate a rough, ball-park estimate of the annual cost of funding a new customer assistance
program. It assumes that only residential customers with annual household income below a certain threshold would be eligible
to participate in the customer assistance program. The customer assistance program is set up to provide each participating

. . customer up to a certain annual maximum amount of financial assistance (grants or reductions in bills) to pay the portions of
er e - O S O O S e e COS O u n I n g e p ro g ral I l their water and/or wastewater bills that they cannot afford to pay. The maximum assistance amount and the income threshald,

which is based on current waterfwastewater rates and a targeted percent of household income, are set by the utility in this tool.

C - = - - - How Does the Tool Work?
E F Can WO rk WI t h utl | Itl eS I n u S I n th I S to O I The utility enters in key information on its current rates, maximum annual assistance per customer, targeted income thresholds,
various assumptions and the income distribution of its senice area using U.S. Census Bureau data (with instructions). The toal
then estimates how much the modeled customer assistance program would cost the utility to fund each year. The costs are

estimated as a range, based on how much bad debt is assumed to be recovered through the financial assistance provided to the
participating customers.


https://efc.sog.unc.edu/resource/water-utility-customer-assistance-program-cost-estimation-tool

)
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Plan to Pay: Scenario to Fund Your Capital
Improvement Plan

CAPITAL IMPROVEMENT
PROJECTS - 20 YEARS

|vT List all known projects for the next 20 years

L

Pro'lect Construction Start Year

L

Project
Expenditure/
Construction

Period

Estimated Construction Cost ...

-

100,000

{Iaiital Reserves?

Capital Reserves

Debt Financing 5.00%

Capital Reserves

Capital Reserves

Project 1 - type in name or description FYa7 2 2,000,000

Project 2 - debt financed portion FY21 3
Project 2 - capital reserves financed portion FY21 3

Project 3 - immediate project. Start new year FY19 1 350,000
Project 4 - energy efficiency reduces O&M FY23 3 3,500,000

Project cost in the start year

Number of years before

o | | O |

Debt Financing 2.50%

Allocation

Financing
Mechanism: Interest Rate First Year of Additional
Debt Financing or | Term of Debt |Charged for Debt|Capital Reserve| Annual O&M

Costs iﬂea 1)

$
3
$
$
$

Yearly allocations to
reserves for capital
reserve-financed

Number of years
allocating to reserves for
capital reserve-financed

Annual payment: debt
service if debtfinanced
or cash payments during
construction years if

net of grants roject starts Years of construction | Year payments end rojects rojects capital reserve-financed
B 1,900,000 g FY27-FY28 Fy28 b 316,667 6 b 950,000
B 2.390.023 3 FY21-FY23 FYy35 B 230,260
5 500,000 3 FY21-F¥23 FY23 B 500,000 1 B 166,667
5 357,000 1 F¥19 FY19 5 357,000 1 5 357,000
5 4 742 336 1 FY29-FY33 Fy48 5 304,207
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Funding Tables By State  iuwsetnetworkors

Select “Funding Sources by State” under the Resources Tab.

E__E@N Innovative Finance Solutions for Environmental Services

HOME ABOUT ¥ WORKSHOPS & WEBINARS ¥ ASSISTANCE ¥ RESOURCES # BLOG ¥ ARCHIVES ¥ Q

Resource Library

£-Leaming Modules
funding Sources by State

fe— > o -—

Map of Water and Wastewater Rates Dashboards

Get Free Help Now!

Small water systems can request free technical assistance
from our experts on finance and management challenges.


http://efcnetwork.org/

L |

Wa_S h | r gto n F u n d | n g Ta_b I e https://efcnetwork.org/funding-sources-by-state/

Drinking Water State
Revolving Fund

Construction Loan Program

infrastructure projects aimed
at increasing public health
protection. The program now
includes dedicated funding for
subsidy.

There is a limited amount of
principal forgiveness for
communities with high
affordability index numbers
and water system
restructuring/ consolidation
projects.

profit non-community water
systems, but not federal or state-
owned systems; both privately-
and publicly-owned systems are
eligible.

Tribal systems are eligible
provided the project is not
receiving other national set-aside
funding for the project.

e 1% loan fee (water systems
receiving subsidy are not
subject to loan fees).

e $3 million per jurisdiction per
year.

e $6 million for jointly-owned
projects.

1.75 - 2.25% interest rate.
Loan repayment period:

20 years or life of the project,
whichever is less.

No local match required.

$25 million expected to be
available this cycle.

CONSTRUCTION AND Eligible Projects Eligible Applicants Funding Available How To Apply
DESIGN/CONSTRUCTION

Programs

DWSRF Drinking water system Group A community and not-for- | Loan Applications will be available and

accepted October 1 through
November 30, 2018.

Contact: Janet Cherry
360-236-3153
janet.cherry@doh.wa.gov

For information and forms visit:
http://www.doh.wa.gov/DWSRF

ECOLOGY: INTEGRATED
WATER QUALITY FUNDING
PROGRAM

State Water Pollution Control
Revolving Fund (SRF)

Centennial Clean Water Fund

Stormwater Financial
Assistance Program (SFAP)

Construction projects
associated with publicly-owned
wastewater and stormwater
facilities.

The integrated program also
funds planning and
implementation of nonpoint
source pollution control
activities.

Counties, cities, towns,
conservation districts, or other
political subdivision, municipal or
quasi-municipal corporations,
and tribes.

Hardship Assistance
Jurisdictions listed above with a
population of 25,000 or less.

Loan interest rates (SFY 2019)
e 21-30vyear loans: 2.7%

e 6-20year loans: 2.0%

e 1-5yearloans: 1.0%

Hardship assistance for the
construction of wastewater

treatment facilities may be
available in the form of a reduced
interest rate, grant subsidy, or loan
forgiveness. Hardship assistance is
based on impact to residential
ratepayers and the community
MHI. Hardship funding is only
available for the portion of a facility
serving existing residential need.

Stormwater grant maximum award
per jurisdiction: $5 million, with a
required 25% match.

This year’s applications due
October 15, 2018. Next year’s
applications due in mid-October
2019.

A cost effectiveness analysis must
be complete at the time of
application.

Contact: David Dunn
360-407-6503
id.dunn Wa.

https://ecology.wa.gov/About-
How-we- r. rants-
loans/Find-a-grant-or-loan/Water-

Quality-grants-and-loans
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EFC Blog

Where to stay updated on environmental finance topics?
http://efc.web.unc.edu/

How are North Carolina Utilities
Faring During the Pandemic?
Four Key Insights from Survey
Results

RADHIKA KATTULA / 0 COMMENTS

With the ongoing COVID-19 pandemic, utilities across the nation continue to
adapt torapidly changing conditions through a number of measures, from
suspending water shut-offs to implementing cost-saving maneuvers like reducing

energy costs.

i

How Utilities in the Past have
Saved Money during Economic
Hardship: Similarities and
Differences for COVID-19

Co-written by Erin Ansbro

Right now, water utilities are facing great uncertainty about the coming months
and years. When will moratoria on water shut-offs end? When will water
consumption be back to “normal”? Will utility staff get COVID-19? And the “Big
One” — What will revenue loss be for utilities in the coming months and years?

Visualizing the Value (of a State
Revolving Fund Loan)

2 HOMPSON T
Imagine a town called “Smallville.” Smallville, as you might guess, is small. The
town's water utility needs a new water tank, and they need it now. Like most
systems across the US, Smallville's system is aging and has significant

infrastructure needs. Smallville generally knows the assets that are most critical

Municipal Finance in a Pandemic:
How is the Market Responding?
Municipal Bonds & COVID-19: What is going on?

Prior to the outbreak of COVID-19 in the US, the municipal (“muni”) bond market
was strong. Investors looking for a non-taxable rate of return were hungry for
municipal bonds, driving interest rates down for borrowers (state and local

governments) and pushing more debt into the marketplace. Most governments
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Reqguest Technical Assistance  nuweinetworkore

Select “Request Assistance” under the Assistance Tab off the EFCN
homepage to access and submit the TA request form electronically.

\‘a-
F@,N Innovative Finance Solutions for Environmental Services

erviroemertal

HOME ABOUT ¥ WORKSHOPS & WEBINARS ¥ ASSISTANCE ¥ RESOURCES ¥ BLOG ¥ ARCHIVES ¥ Q
@ > ASSISTANCE > REQUEST ASSISTANCE REQUEST ASSISTANCE

Where We've Provided Assistance-Round 6

REQUEST ASSISTANCE

Technical Assistance Request Form

The EFCN offers free help on financial and managerial topics to systems serving 10,000 or
fewer people. Examples of assistance we can provide include:

Creating an Asset management plan

Near-term financial planning and rate setting

Analyzing your revenues and expenses

Offering ideas on how to effectively budget

Long-term capital planning

Assessing options for lowering energy use and/or water loss
Identifying sources of outside funding

Collaborating with other water systems


http://efcnetwork.org/

Thanks for joining!
Heather Himmelberger

Southwest EFC
heatherh@unm.edu

Shadi Eskaf
EFC at UNC
eskaf@sog.unc.edu
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Smart Management for
Small Water Systems
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This program is made possible under a cooperative agreement with the US EPA.



