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System Approach: Cost Reductions

• Reduce immediate capital costs (grants, loans, etc.)

• Reduce costs of service provision (water audit, 
asset management, energy management, 
consolidation or contracting services, etc.)

• Reduce amount of water purchased or treated

Caution: Do not allow these approaches to prevent 
you from spending what you need to ensure safe 
drinking water service in the short and long-term. 



Non Revenue Water

How can we limit the 
amount of water that 
leaks out of pipes and 
the amount for which 
we don’t charge?



Asset Management

How can we get the 
longest useful life out of 
our infrastructure, and 
will we be ready to 
replace it when 
necessary?



Energy Management

What are ways that we 
can limit the energy 
needed to treat and 
deliver safe drinking 
water?



Water System Partnerships

How can water systems 
work together to save 
money and improve 
service?



Customer Approaches

Pricing signals 

through your rates
Non-price strategies



• There is no nationally-accepted 
standard (yet) for affordability of water 
and wastewater service.

• You know your own community the best.  
Your board should set the threshold for 
affordability.

Affordability is Best Assessed Locally



Water and Wastewater Residential 
Rates Affordability Assessment Tool

Go to 
http://efc.sog.unc.edu

and search for 
“Affordability Assessment 
Tool”

http://efc.sog.unc.edu/


• There is a difference between someone 
who has a legitimate financial issue and 
someone who doesn’t have the best 
priorities in life

• In other words, some people have an 
ability to pay problem.  Others simply 
have a willingness to pay problem

Ability vs. Willingness to Pay



• Altruistic reasons

• Business reasons

• External pressure

Why Care About Affordability?



What does your system do to 
maintain affordability?



Non-Price Strategies



Non-Price Strategies to Help 
Customers with their Bills

• Communication about rates

• Extensions

• Adjustments or waivers

• Options for payments

• Help customers reduce water use

• Customer Assistance Programs



Extensions



Payment Plans



Shippensburg, PA

Arrearage Forgiveness



Bill Discounts



Astoria, OR

Bill Discounts



Levelized Billing



Help Customers Save Water and Money

• Rebates to 
replace 
toilets, 
washing 
machines, 
dishwashers, 
irrigation 
hardware, 
etc.

• Consultation/
water audit

• Turf buyback

https://www.epa.gov/watersense/rebate-finder

https://www.epa.gov/watersense/rebate-finder


Mammoth Community Water Dist.

http://www.mcwd.dst.ca.us/rebates.html


Blue Lake Springs MWC, CA

http://blsmwc.com/general-information/forms/toilet-rebate-program/


West Basin Muni Water Dist., CA

https://conservation.westbasin.org/programs/cash-kitchens-c4k


Compendium: Customer Assistance 
Programs (CAPs)

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

http://ow.ly/4nvSyO

http://ow.ly/4nvSyO


Navigating Legal Pathways to 
Rate-Funded Customer 
Assistance Programs

https://efc.sog.unc.edu/pathways-to-rate-funded-customer-assistance

https://efc.sog.unc.edu/pathways-to-rate-funded-customer-assistance


Navigating Legal Pathways to 
Rate-Funded Customer 
Assistance Programs

https://efc.sog.unc.edu/pathways-to-rate-funded-customer-assistance

https://efc.sog.unc.edu/pathways-to-rate-funded-customer-assistance


Prince William County, VA

Customer Assistance Programs



Some Elements of Designing a CAP

• Deciding who gets assistance

• Deciding what types of assistance to provide

• Planning for program outreach and monitoring

• Determining how much the CAP will cost

• Devising a plan to fund the CAP 



Who Gets Assistance? 
Common Practices in Eligibility Verification

• Partnering with another organization that 
focuses on low-income 

• 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 utilities (electric, natural gas, telephone, offer discount 
programs based on income)



Pricing Strategies



Pricing Strategies

• Low base charge and/or first block rates

• Consumption allowance included if have a high 
base charge

• Separate rate structure for residential / non-
residential customers

• Irrigation water rates

• Alternative price models (individualized base 
charges)

Caution! Don’t undercharge all services. Cannot 
charge lower rates for senior citizens/low-income 
customers, etc.



Water system serving about 2,000 people 
with an MHI below the state average

Low Prices for All: Rarely Works



Water system serving about 600 people 
with an MHI closer to the state average

Low Prices for All: Usually Bad for 
Small Systems



Wilkesboro, NC

Low Base Charge 



Winder, GA

Increasing Block with Low 1st Block



Clayton County, GA

Increasing Block with Low 1st Block



Plymouth Village Water and Sewer, NH

Rates for Special Classes of 
Customers



Great Falls, MT

Volumetric Rates Based on Income



A quick look at the 
an interactive rates 
tool…



Closing



Designing Rate Structures that 
Support Your Objectives

Available at:

http://efc.sog.unc.edu/

Free guide 

written for 

system 

managers

http://efc.sog.unc.edu/


Learn more about water 
finance and management 
through our Small Systems 
Blog! Blog posts feature 
lessons learned from our 
training and technical 
assistance, descriptions of 
available tools, and small 
systems “success stories.” 

http://efcnetwork.org/small_systems_blog/

http://efcnetwork.org/small_systems_blog/


• Please fill out an evaluation form 

• Contact us anytime for direct assistance on 

any finance and management topic

http://efcnetwork.org

Austin Thompson

919-962-5795

thompson@sog.unc.edu

Thank you and don’t be a stranger!

http://efcnetwork.org/
mailto:eskaf@sog.unc.edu

