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���J�M�M�O�F�T�T�
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�Q�S�P�H�S�B�N�T���U�I�B�U���V�U�J�M�J�U�J�F�T���I�B�W�F���J�O�J�U�J�B�U�F�E�
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�"�O�E�S�F�X���4�B�X�Z�F�S�T
�%�J�S�F�D�U�P�S
�0�G� �D�F���P�G���8�B�T�U�F�X�B�U�F�S���.�B�O�B�H�F�N�F�O�U

�"�O�E�S�F�X���4�B�X�Z�F�S�T���J�T���U�I�F���E�J�S�F�D�U�P�S���G�P�S���U�I�F���0�G� �D�F���P�G���8�B�T�U�F�X�B�U�F�S���.�B�O�B�H�F�N�F�O�U�
���X�I�J�D�I���M�F�B�E�T���U�I�F���8�B�U�F�S���*�O�G�S�B�T�U�S�V�D�U�V�S�F���B�O�E��
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���X�B�T�U�F�X�B�U�F�S�
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�B�O�E��T�U�P�S�N�X�B�U�F�S���J�O�G�S�B�T�U�S�V�D�U�V�S�F��
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Introduction
�%�S�J�O�L�J�O�H���X�B�U�F�S���B�O�E���X�B�T�U�F�X�B�U�F�S���V�U�J�M�J�U�J�F�T���B�D�S�P�T�T���U�I�F���D�P�V�O�U�S�Z���B�S�F���D�I�B�O�H�J�O�H���U�I�F��

�X�B�Z���U�I�F�Z���E�P���C�V�T�J�O�F�T�T���U�P���I�F�M�Q���B�M�M���N�F�N�C�F�S�T���P�G���U�I�F�J�S���D�P�N�N�V�O�J�U�J�F�T���N�B�J�O�U�B�J�O��

�B�D�D�F�T�T���U�P���W�J�U�B�M���E�S�J�O�L�J�O�H���X�B�U�F�S���B�O�E���X�B�T�U�F�X�B�U�F�S���T�F�S�W�J�D�F�T�
���X�I�J�M�F���B�M�T�P���Q�S�P�U�F�D�U�J�O�H��

�U�I�F���V�U�J�M�J�U�J�F�T�����C�P�U�U�P�N���M�J�O�F�T����

�*�O���F�W�F�S�Z���D�P�N�N�V�O�J�U�Z���B�D�S�P�T�T���U�I�F���D�P�V�O�U�S�Z�
���U�I�F�S�F���B�S�F���T�P�N�F���D�V�T�U�P�N�F�S�T���U�I�B�U��
�X�J�M�M���I�B�W�F���E�J�G��D�V�M�U�Z���Q�B�Z�J�O�H���U�I�F�J�S���X�B�U�F�S���C�J�M�M�T�����"�D�D�P�S�E�J�O�H���U�P���U�I�F���6���4�����$�F�O�T�V�T��
�#�V�S�F�B�V�
�������������N�J�M�M�J�P�O���Q�F�P�Q�M�F���	�����������Q�F�S�D�F�O�U���P�G���U�I�F���6���4�����Q�P�Q�V�M�B�U�J�P�O�
��
�M�J�W�F�E���J�O���Q�P�W�F�S�U�Z���J�O�������������	�%�F�/�B�W�B�T���8�B�M�U���B�O�E���1�S�P�D�U�P�S�����������
�����0�U�I�F�S��
�Q�F�P�Q�M�F���F�Y�Q�F�S�J�F�O�D�F���V�O�F�Y�Q�F�D�U�F�E���D�S�J�T�F�T���U�I�B�U���B�G�G�F�D�U���U�I�F�J�S���B�C�J�M�J�U�Z���U�P���Q�B�Z�����*�O��
�S�F�T�Q�P�O�T�F�
���B���O�V�N�C�F�S���P�G���X�B�U�F�S���B�O�E���X�B�T�U�F�X�B�U�F�S���V�U�J�M�J�U�J�F�T���I�B�W�F���E�F�W�F�M�P�Q�F�E��
�D�V�T�U�P�N�F�S���B�T�T�J�T�U�B�O�D�F���Q�S�P�H�S�B�N�T���	�$�"�1�T�
���U�I�B�U���V�T�F���C�J�M�M���E�J�T�D�P�V�O�U�T�
���T�Q�F�D�J�B�M��
�S�B�U�F���T�U�S�V�D�U�V�S�F�T�
���B�O�E���P�U�I�F�S���N�F�B�O�T���B�T���B�O���B�Q�Q�S�P�B�D�I���U�P���I�F�Mp ��O�B�O�D�J�B�M�M�Z��
�D�P�O�T�U�S�B�J�O�F�E���D�V�T�U�P�N�F�S�T���N�B�J�O�U�B�J�O���B�D�D�F�T�T���U�P���E�S�J�O�L�J�O�H���X�B�U�F�S���B�O�E���X�B�T�U�F�X�B�U�F�S��
�T�F�S�W�J�D�F�T���	�D�P�M�M�F�D�U�J�W�F�M�Z���S�F�G�F�S�S�F�E���U�P���B�T���i�X�B�U�F�S���T�F�S�W�J�D�F�T�u���P�S���i�X�B�U�F�S���V�U�J�M�J�U�J�F�T�u��
�U�I�S�P�V�H�I�P�V�U���U�I�J�T���E�P�D�V�N�F�O�U�
�����5�I�F�T�F���Q�S�P�H�S�B�N�T���I�F�M�Q���I�P�V�T�F�I�P�M�E�T���B�E�E�S�F�T�T��
�J�T�T�V�F�T���X�J�U�I���B�G�G�P�S�E�B�C�J�M�J�U�Z���B�O�E���I�F�M�Q���Q�S�P�U�F�D�U���Q�V�C�M�J�D���I�F�B�M�U�I���U�I�S�P�V�H�I�P�V�U���U�I�F���D�P�N�N�V�O�J�U�Z�����5�I�F�Z���B�M�T�P���I�F�M�Q��
�F�O�T�V�S�F���U�I�F���V�U�J�M�J�U�Z���D�B�O���T�V�T�U�B�J�O�B�C�M�Z���Q�S�P�W�J�E�F���J�U�T���D�P�S�F���T�F�S�W�J�D�F�T�
���Q�S�J�D�F���T�F�S�W�J�D�F�T���B�Q�Q�S�P�Q�S�J�B�U�F�M�Z�
���B�O�E���Q�S�F�T�F�S�We�a 
�C�S�P�B�E���D�V�T�U�P�N�F�S���C�B�T�F����

1

A study by the U.S. 

Geological Survey found 

that about 86 percent 

of the U.S. population 

relied on a public utility 

for their drinking water 

or wastewater services in 

2010 (Maupin et al. 2014).
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�5�I�F���6���4�����&�O�W�J�S�P�O�N�F�O�U�B�M���1�S�P�U�F�D�U�J�P�O���"�H�F�O�D�Z���	�&�1�"�
���S�F�T�F�B�S�D�I�F�E���Q�V�C�M�J�D�M�Z���B�W�B�J�M�B�C�M�F���J�O�G�P�S�N�B�U�J�P�O���U�P���J�E�F�O�U�J�G�Z��
�E�S�J�O�L�J�O�H���X�B�U�F�S���B�O�E���X�B�T�U�F�X�B�U�F�S���V�U�J�M�J�U�J�F�T���J�O���U�I�F���6�O�J�U�F�E���4�U�B�U�F�T���U�I�B�U���I�B�W�F���E�F�W�F�M�P�Q�F�E���$�"�1�T�����1�V�C�M�J�D���X�F�C�T�J�U�F�T��
�B�O�E���Q�V�C�M�J�D���E�P�D�V�N�F�O�U�T���X�F�S�F���S�F�W�J�F�X�F�E���U�P���D�P�N�Q�J�M�F���Q�S�P�H�S�B�N�T���U�I�B�U���M�B�S�H�F���E�S�J�O�L�J�O�H���X�B�U�F�S���V�U�J�M�J�U�J�F�T���B�O�E��
�X�B�T�U�F�X�B�U�F�S���V�U�J�M�J�U�J�F�T���	�J���F���
���T�F�S�W�J�O�H���N�P�S�F���U�I�B�O���������
���������Q�F�P�Q�M�F�
���I�B�W�F���E�F�W�F�M�P�Q�F�E�����"���T�F�Q�B�S�B�U�F���S�F�W�J�F�X���X�B�T��
�D�P�O�E�V�D�U�F�E���P�G���Q�V�C�M�J�D���X�F�C�T�J�U�F�T���B�O�E���Q�V�C�M�J�D���E�P�D�V�N�F�O�U�T���E�F�W�F�M�P�Q�F�E���C�Z���B���S�B�O�E�P�N���T�B�N�Q�M�J�O�H���P�G���N�F�E�J�V�N��
�T�J�[�F�E���E�S�J�O�L�J�O�H���X�B�U�F�S���B�O�E���X�B�T�U�F�X�B�U�F�S���V�U�J�M�J�U�J�F�T���T�F�S�W�J�O�H���C�F�U�X�F�F�O�������
���������B�O�E���������
���������Q�F�P�Q�M�F�����"�E�E�J�U�J�P�O�B�M��
�V�U�J�M�J�U�J�F�T���S�F�B�D�I�F�E���P�V�U���U�P���&�1�"���U�P���Q�S�P�W�J�E�F���J�O�G�P�S�N�B�U�J�P�O���P�O���U�I�F�J�S���$�"�1�T��

�5�I�F���S�F�W�J�F�X���F�G�G�P�S�U���D�P�O�T�J�E�F�S�F�E�����������V�U�J�M�J�U�J�F�T�
���B�O�E���G�P�V�O�E���U�I�B�U���N�P�S�F���U�I�B�O���B���R�V�B�S�U�F�S���	���������V�U�J�M�J�U�J�F�T�
���P�S������������
�Q�F�S�D�F�O�U�
���P�G�G�F�S���P�O�F���P�S���N�P�S�F���$�"�1�T�����"���U�P�U�B�M���P�G�����������$�"�1�T���B�S�F���D�V�S�S�F�O�U�M�Z���P�G�G�F�S�F�E�
���N�P�T�U�M�Z���C�Z���M�B�S�H�F���V�U�J�M�J�U�J�F�T��
�	�5�B�C�M�F�����
�����"���2�V�J�D�L���'�J�O�E���.�B�U�S�J�Y�
���Q�S�F�T�F�O�U�F�E���J�O���"�Q�Q�F�O�E�J�Y���"�
���P�G�G�F�S�T���C�S�J�F�G���Q�S�P��M�F�T���P�G���B�M�M���J�E�F�O�U�J��F�E���Q�S�P�H�S�B�N�T����
�.�P�S�F���E�F�U�B�J�M�F�E���J�O�G�P�S�N�B�U�J�P�O���P�O���F�B�D�I���Q�S�P�H�S�B�N���J�T���Q�S�F�T�F�O�U�F�E���J�O���"�Q�Q�F�O�E�J�Y���#�����6�U�J�M�J�U�Z���4�O�B�Q�T�I�P�U�T��

Table 1. Customer Assistance Programs Offered by U.S. Drinking Water and Wastewater Utilities

Type of Drinking Water and Wastewater 
Utilities Reviewed

Number of Utilities 
Reviewed

Number of Utilities 
Found to Have One 
or More Programs

Total Number of 
Programs1 Identi�ed 

During Review

�-�B�S�H�F���6�U�J�M�J�U�J�F�T���	���������
���������Q�F�P�Q�M�F�
������ ���������	�����������
 ���������	�����������


�.�F�E�J�V�N���6�U�J�M�J�U�J�F�T���	�����
�������m�������
���������Q�F�P�Q�M�F�
������ �������	�����������
 �������	�����������


�� ���0�G�����������V�U�J�M�J�U�J�F�T���S�F�W�J�F�X�F�E�
�����������V�U�J�M�J�U�J�F�T���P�G�G�F�S���B���U�P�U�B�M���P�G�����������$�"�1�T����

 Meeting Expenses – A Neighbor’s Perspective 

This document does not address the overall utility affordability of 
developing or complying with drinking water and/or wastewater 
regulations. Instead, this document focuses on programs that drinking 
water and wastewater utilities have developed to assist customers that 
have dif�culty paying for drinking water and/or sewer services. This 
relates to a different context of affordability—that of 
an individual customer’s ability to pay for 
drinking water and wastewater services. 
Regardless of a water utility system’s rates 
and rate design, some customers will have 
dif�culty paying for service, no matter the 
price of the service. Customer assistance 
programs are tools that help utilities address 
these affordability challenges. 

This document does not suggest what 
utilities should or must do. Instead it provides 
examples of hundreds of utilities’ proactive 
efforts to change how they do business, to 
help ensure all their customers can receive the 
public health benefits of water service while 
meeting the utility’s financial needs and 
obligations.
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�5�I�J�T���E�P�D�V�N�F�O�U���J�T���E�F�T�J�H�O�F�E���U�P���I�F�M�Q���E�S�J�O�L�J�O�H���X�B�U�F�S���B�O�E���X�B�T�U�F�X�B�U�F�S���V�U�J�M�J�U�J�F�T���C�V�J�M�E���P�O���U�I�F�J�S���F�Y�J�T�U�J�O�H���$�"�1�T��
�P�S���B�E�P�Q�U���O�F�X���$�"�1�T���C�Z���M�F�B�S�O�J�O�H���G�S�P�N���U�I�F���F�Y�Q�F�S�J�F�O�D�F�T���P�G���P�U�I�F�S���V�U�J�M�J�U�J�F�T�����#�Z���I�J�H�I�M�J�H�I�U�J�O�H���X�I�B�U���$�"�1�T���B�S�F��
�N�F�F�U�J�O�H���X�I�J�D�I���O�F�F�E�T���X�J�U�I�J�O���E�J�W�F�S�T�F���D�P�N�N�V�O�J�U�J�F�T���B�D�S�P�T�T���U�I�F���6�O�J�U�F�E���4�U�B�U�F�T�
���V�U�J�M�J�U�J�F�T���D�B�O���T�F�F���X�I�B�U��
�X�P�S�L�T�
���B�O�E���X�I�Z����

Why Focus on Customer Assistance Programs?
�6�O�E�F�S���D�V�S�S�F�O�U���S�B�U�F���T�U�S�V�D�U�V�S�F�T�
���V�U�J�M�J�U�J�F�T��

�P�G�U�Fn ��O�E���B�Q�Q�S�P�Y�J�N�B�U�F�M�Z�������Q�F�S�D�F�O�U���P�G��

�U�I�F�J�S���D�V�T�U�P�N�F�S�T���B�S�F���V�O�B�C�M�F���U�P���Q�B�Z���B�U��

�B�O�Z���Q�B�S�U�J�D�V�M�B�S���U�J�N�F���	�8�3�'�����������
��

�)�P�V�T�F�I�P�M�E�T���Pn � �Y�F�E���P�S���M�P�X�F�S���J�O�D�P�N�F�T���N�B�Z��
�T�P�N�F�U�J�N�F�T���I�B�W�F���E�J�G� �D�V�M�U�Z���Q�B�Z�J�O�H���U�I�F�J�S���C�J�M�M�T�����Q�M�V�T�
��
�B�O�Z���G�B�N�J�M�Z�
���S�F�H�B�S�E�M�F�T�T���P�G���I�P�V�T�F�I�P�M�E���J�O�D�P�N�F�
���D�P�V�M�E��
�G�B�D�F���B�O���V�O�F�Y�Q�F�D�U�F�E���D�S�J�T�J�T���	�F���H���
���K�P�C���M�P�T�T�
���J�M�M�O�F�T�T�
��
�E�F�B�U�I�
���E�J�W�P�S�D�F�
���U�I�B�U���Q�V�U�T���U�I�F�N���J�O���B���U�F�N�Q�P�S�B�S�Z��
�I�B�S�E�T�I�J�Q���T�J�U�V�B�U�J�P�O�����'�P�S���T�P�N�F���U�Z�Q�F�T���P�G���V�U�J�M�J�U�J�F�T�
��
�O�P�O�Q�B�Z�N�F�O�U���X�P�V�M�E���M�F�B�E���U�P���B���Q�S�P�N�Q�U���U�F�S�N�J�O�B�U�J�P�O���P�G��
�T�F�S�W�J�D�F�
���B�O�E���D�V�T�U�P�N�F�S�T���X�P�V�M�E���G�B�D�F���J�O�D�P�O�W�F�O�J�F�O�D�F��
�B�O�E���N�J�H�I�U���F�Y�Q�M�P�S�F���T�V�C�T�U�J�U�V�U�F���P�Q�U�J�P�O�T�����*�O���D�P�O�U�S�B�T�U�
��
�B���X�B�U�F�S���T�F�S�W�J�D�F���D�V�T�U�P�N�F�S���G�B�D�J�O�H���E�J�T�D�P�O�O�F�D�U�J�P�O��
�B�M�T�P���G�B�D�F�T���J�N�N�F�E�J�B�U�F���I�F�B�M�U�I���B�O�E���T�B�G�F�U�Z���U�I�S�F�B�U�T����
�5�I�F�S�F�G�P�S�F�
���X�B�U�F�S���V�U�J�M�J�U�J�F�T���B�D�S�P�T�T���U�I�F���6�O�J�U�F�E���4�U�B�U�F�T���I�B�W�F���E�F�N�P�O�T�U�S�B�U�F�E���B���D�P�N�N�J�U�N�F�O�U���U�P���I�F�M�Q�J�O�H���M�P�X��
�J�O�D�P�N�F���D�V�T�U�P�N�F�S�T���B�O�E���D�V�T�U�P�N�F�S�T���J�O���D�S�J�T�J�T���E�F�M�B�Z���B�O�E���B�W�P�J�E���E�J�T�D�P�O�O�F�D�U�J�P�O�����.�B�O�Z���D�P�N�N�V�O�J�U�J�F�T���I�B�W�F��
�E�F�D�J�E�F�E���U�I�B�U���F�B�D�I���S�F�T�J�E�F�O�U���T�I�P�V�M�E���I�B�W�F���U�I�F���T�B�N�F���B�D�D�F�T�T���U�P���D�M�F�B�O���B�O�E���T�B�G�F���X�B�U�F�S���U�I�B�U���F�W�F�S�Z�P�O�F���F�M�T�F��
�J�O���U�I�F���D�P�N�N�V�O�J�U�Z���F�O�K�P�Z�T�
���F�W�F�O���J�G���Q�B�Z�J�O�H���G�P�S���U�I�F���T�F�S�W�J�D�F���J�T���C�F�Z�P�O�E���U�I�F�J�S���J�N�N�F�E�J�B�U�F���N�F�B�O�T�����*�U���J�T���X�B�U�F�S���T��
�T�Q�F�D�J�B�M���T�U�B�U�V�T���B�T���F�T�T�F�O�U�J�B�M���U�P���Q�V�C�M�J�D���I�F�B�M�U�I���U�I�B�U���N�B�L�F�T���F�O�T�V�S�J�O�H���B�D�D�F�T�T���N�P�S�F���U�I�B�O���B���D�I�B�S�J�U�B�C�M�F���D�B�V�T�F��

“In every community in the U.S., some households inevitably have dif�culty in paying water 

and wastewater bills. The relative number may be large or small, but there are always some 

that �nd public utility service unaffordable. This is true whether the community as a whole is 

wealthy or poor, whether the average cost of water and wastewater service is high or low, and 

whether the utility’s collections policy is strict or lax.”

—Environmental Financial Advisory Board (EFAB)



4

CAPs Bene�t Customers and Communities
�6�U�J�M�J�U�J�F�T���V�T�F���$�"�1�T���U�P���I�F�M�Q���D�V�T�U�P�N�F�S�T���B�O�E���T�U�S�F�O�H�U�I�F�O���U�I�F�J�S���M�P�D�B�M��
�D�P�N�N�V�O�J�U�J�F�T�����$�P�N�N�V�O�J�U�Z���N�F�N�C�F�S�T���B�S�F���B�C�M�F���U�P��

• �"�E�E�S�F�T�T���J�T�T�V�F�T���X�J�U�I���B�G�G�P�S�E�B�C�J�M�J�U�Z�


• �3�F�U�B�J�O���P�S���S�F�T�U�P�S�F���B�D�D�F�T�T���U�P���X�B�U�F�S���T�F�S�W�J�D�F�T���D�S�V�D�J�B�M���U�P���U�I�F�J�S���E�B�J�M�Z���M�J�G�F�
��

• �"�W�P�J�E���Q�F�O�B�M�U�J�F�T���B�O�E���G�F�F�T�
���B�O�E

• �"�W�P�J�E���U�I�F���I�F�B�M�U�I���U�I�S�F�B�U�T�
���J�O�D�P�O�W�F�O�J�F�O�D�F�
���B�O�E���T�U�J�H�N�B���P�G���X�B�U�F�S���T�F�S�W�J�D�F��
�E�J�T�D�P�O�O�F�D�U�J�P�O����

According to the Water 

Research Foundation, 

low-income households 

are three times more 

likely to have their water 

and/or sewer service 

disconnected than other 

households (WRF 2010).

CAPs Bene�t Utilities
�6�U�J�M�J�U�J�F�T���I�B�W�F���B�M�T�P���E�J�T�D�P�W�F�S�F�E���U�I�B�U���$�"�1�T���T�V�Q�Q�P�S�U���U�I�F�J�S���C�V�T�J�O�F�T�T���J�O���U�I�S�F�F���L�F�Z���B�S�F�B�T��

1. Offers an Opportunity to Practice Social and Corporate Responsibility �m���5�B�L�J�O�H���D�B�S�F���P�G���U�I�F���M�F�T�T��
�G�P�S�U�V�O�B�U�F���J�O���P�V�S���D�P�N�N�V�O�J�U�J�F�T���J�T���U�I�F���S�J�H�I�U���U�I�J�O�H���U�P���E�P�����6�U�J�M�J�U�J�F�T���I�B�W�F���B���V�O�J�R�V�F���P�Q�Q�P�S�U�V�O�J�U�Z���U�P���I�F�M�Q��
�O�F�J�H�I�C�P�S�T���J�O���O�F�F�E��

2. Improves Public Relations �m���'�S�P�N���B���C�V�T�J�O�F�T�T���T�U�B�O�E�Q�P�J�O�U�
���$�"�1�T���B�M�M�P�X���V�U�J�M�J�U�J�F�T���U�P��

• �*�N�Q�S�P�W�F���Q�V�C�M�J�D���I�F�B�M�U�I���B�O�E���F�O�W�J�S�P�O�N�F�O�U�B�M���R�V�B�M�J�U�Z�
��

• �$�P�O�U�J�O�V�F���U�I�F�J�S���D�S�J�U�J�D�B�M���S�P�M�F���J�O���U�I�F���D�P�N�N�V�O�J�U�Z���B�O�E���M�P�D�B�M���F�D�P�O�P�N�Z�
��

• �*�N�Q�S�P�W�F���U�I�F�J�S���T�U�B�O�E�J�O�H���X�J�U�I���D�V�T�U�P�N�F�S�T�
���B�O�E

• �#�P�M�T�U�F�S���U�I�F�J�S���S�F�Q�V�U�B�U�J�P�O���X�J�U�I���P�U�I�F�S���L�F�Z���T�U�B�L�F�I�P�M�E�F�S�T���J�O����
�U�I�F���D�P�N�N�V�O�J�U�Z����

�"���X�B�U�F�S���T�F�D�U�P�S���V�U�J�M�J�U�Z���U�I�Bt � �O�E�T���X�B�Z�T���U�P���T�F�S�W�F���J�U�T���F�O�U�J�S�F���D�V�T�U�P�N�F�S��
�C�B�T�F���X�J�M�M���C�F���D�I�B�N�Q�J�P�O�F�E���B�T���B���D�S�J�U�J�D�B�M���B�T�T�F�U���U�P���U�I�F���D�P�N�N�V�O�J�U�Z����

3. Improves Financial Health �m���6�U�J�M�J�U�J�F�T���D�B�O���T�B�W�F���P�O���B�E�N�J�O�J�T�U�S�B�U�J�W�F��
�B�O�E���M�F�H�B�M���D�P�T�U�T���B�T�T�P�D�J�B�U�F�E���X�J�U�I���D�P�M�M�F�D�U�J�O�H���P�O���E�F�C�U�T�
���E�J�T�D�P�O�O�F�D�U�J�P�O�
��
�B�O�E���S�F�D�P�O�O�F�D�U�J�P�O���P�G���X�B�U�F�S���T�F�S�W�J�D�F�T��

�#�F�D�B�V�T�F���P�G���U�I�F�T�F���C�F�O�F� �U�T���U�P���U�I�F���V�U�J�M�J�U�Z�
���J�U�T���D�V�T�U�P�N�F�S�T�
���B�O�E���U�I�F���D�P�N�N�V�O�J�U�Z�
��
�N�B�O�Z���V�U�J�M�J�U�J�F�T���I�B�W�F���W�P�M�V�O�U�B�S�J�M�Z���E�F�W�F�M�P�Q�F�E���B���$�"�1���	�P�S���J�O���N�B�O�Z���D�B�T�F�T�
���$�"�1�T�
��
�U�B�J�M�P�S�F�E���U�P���N�F�F�U���D�V�T�U�P�N�F�S�T�����O�F�F�E�T�����5�I�F���W�B�S�J�F�U�Z���P�G���$�"�1�T���B�D�S�P�T�T���U�I�F���D�P�V�O�U�S�Z��
�	�I�J�H�I�M�J�H�I�U�F�E���J�O���U�I�F���2�V�J�D�L���'�J�O�E���.�B�U�S�J�Y���B�O�E���6�U�J�M�J�U�Z���4�O�B�Q�T�I�P�U���T�F�D�U�J�P�O�T���Q�S�P�W�J�E�F�E��
�B�U���U�I�F���F�O�E���P�G���U�I�F���E�P�D�V�N�F�O�U�
���T�I�P�X���U�I�B�U���V�U�J�M�J�U�J�F�T���B�S�F���E�F�W�F�M�P�Q�J�O�H���J�O�O�P�W�B�U�J�W�F��
�B�O�E���D�S�F�B�U�J�W�F���D�V�T�U�P�N���T�P�M�V�U�J�P�O�T��

Household-level affordability problems often result in increased costs and decreased revenues 

for water and wastewater utilities that impact all customers, rich and poor alike. Excessive 

numbers of disconnections for nonpayment create major inconvenience for households and 

may contribute to public health problems (EFAB 2006).



5

Costs of Providing Water and Wastewater 
Services
�5�I�F���C�V�T�J�O�F�T�T���P�G���S�V�O�O�J�O�H���B���E�S�J�O�L�J�O�H���X�B�U�F�S���P�S���X�B�T�U�F�X�B�U�F�S���V�U�J�M�J�U�Z���J�T���D�P�N�Q�M�F�Y�
���X�J�U�I���B���W�B�S�J�F�U�Z���Pf � �Y�F�E��
�D�P�T�U�T���B�T�T�P�D�J�B�U�F�E���X�J�U�I���Q�S�P�W�J�E�J�O�H���Q�V�C�M�J�D���T�F�S�W�J�D�F�T�����6�U�J�M�J�U�J�F�T���N�V�T�U���D�P�W�F�S���U�I�F���D�P�T�U���P�G���E�B�J�M�Z���P�Q�F�S�B�U�J�P�O���B�O�E��
�N�B�J�O�U�F�O�B�O�D�F���F�Y�Q�F�O�T�F�T���	�J�O�D�M�V�E�J�O�H���F�O�F�S�H�Z�
���M�B�C�P�S�
���D�I�F�N�J�D�B�M�T�
���B�O�E���P�U�I�F�S���T�V�Q�Q�M�J�F�T�
���U�P���F�O�T�V�S�F���D�P�O�U�J�O�V�P�V�T��
�T�F�S�W�J�D�F���U�I�B�U���N�F�F�U�T���B�Q�Q�M�J�D�B�C�M�F���G�F�E�F�S�B�M���B�O�E���T�U�B�U�F���Q�V�C�M�J�D���I�F�B�M�U�I���B�O�E���F�O�W�J�S�P�O�N�F�O�U�B�M���T�U�B�O�E�B�S�E�T�����*�O���B�E�E�J�U�J�P�O�
��
�V�U�J�M�J�U�J�F�T���Q�M�B�O���G�P�S���M�P�O�H���U�F�S�N���D�B�Q�J�U�B�M���B�O�E���P�Q�F�S�B�U�J�P�O�B�M���J�O�W�F�T�U�N�F�O�U�T���T�V�D�I���B�T��

• �3�F�Q�B�J�S�J�O�H���B�O�E���S�F�Q�M�B�D�J�O�H���B�H�J�O�H���J�O�G�S�B�T�U�S�V�D�U�V�S�F��

• �1�S�F�Q�B�S�J�O�H���G�P�S���E�S�P�V�H�I�U���D�P�O�E�J�U�J�P�O�T���B�O�E���X�B�U�F�S���R�V�B�O�U�J�U�Z���J�T�T�V�F�T��

• �*�O�D�S�F�B�T�J�O�H���V�U�J�M�J�U�Z���S�F�T�J�M�J�F�O�D�Z���B�O�E���T�F�D�V�S�J�U�Z��

• �$�P�N�Q�M�Z�J�O�H���X�J�U�I���O�F�X���S�V�M�F�T���B�O�E���S�F�H�V�M�B�U�J�P�O�T��

�&�T�U�J�N�B�U�F�T���G�P�S���S�F�Q�B�J�S�J�O�H���B�O�E���S�F�Q�M�B�D�J�O�H���B�H�J�O�H���J�O�G�S�B�T�U�S�V�D�U�V�S�F���B�M�P�O�F���B�N�P�V�O�U���U�P���B���U�S�J�M�M�J�P�O���E�P�M�M�B�S�T���J�O��
�J�O�W�F�T�U�N�F�O�U���O�F�F�E�T���D�P�M�M�F�D�U�J�W�F�M�Z���G�B�D�J�O�H���U�I�F���J�O�E�V�T�U�S�Z���J�O���U�I�F���O�F�Y�U���������Z�F�B�S�T���	�"�8�8�"�����������
�����.�P�S�F���U�I�B�O������������
�C�J�M�M�J�P�O���P�G���U�I�J�T���O�F�F�E���J�T���F�M�J�H�J�C�M�F���G�Pr � �O�B�O�D�J�O�H���V�O�E�F�S���U�I�F���%�S�J�O�L�J�O�H���8�B�U�F�S���4�U�B�U�F���3�F�W�P�M�W�J�O�H���'�V�O�E���	�%�8�4�3�'�
��
�B�O�E���$�M�F�B�O���8�B�U�F�S���4�U�B�U�F���3�F�W�P�M�W�J�O�H���'�V�O�E���	�$�8�4�3�'�
���Q�S�P�H�S�B�N�T�
���C�V�U���U�I�F���O�F�F�E�F�E���J�O�W�F�T�U�N�F�O�U���G�B�S���P�V�U�Q�B�D�F�T��
�U�I�F���G�V�O�E�T���B�W�B�J�M�B�C�M�F�����"�T���N�P�S�F���B�O�E���N�P�S�F���V�U�J�M�J�U�J�F�T���V�T�F���C�F�T�U���N�B�O�B�H�F�N�F�O�U���Q�S�B�D�U�J�D�F�T���T�V�D�I���B�T���B�T�T�F�U��
�N�B�O�B�H�F�N�F�O�U���U�P���G�P�S�F�D�B�T�U���D�P�T�U�T���O�F�F�E�F�E���U�P���T�V�T�U�B�J�O�B�C�M�Z���N�B�O�B�H�F���U�I�F�J�S���V�U�J�M�J�U�Z�
���U�I�F�T�F���D�P�T�U�T���N�B�Z���J�O�D�S�F�B�T�F����
�3�J�T�J�O�H���D�P�T�U�T���G�P�S���S�F�Q�M�B�D�J�O�H���B�H�J�O�H���J�O�G�S�B�T�U�S�V�D�U�V�S�F���X�J�M�M���C�F���B�D�D�P�N�Q�B�O�J�F�E���C�Z���I�J�H�I�F�S���C�J�M�M�T���G�P�S���D�V�T�U�P�N�F�S�T�����"�T���B��
�S�F�T�V�M�U�
���U�I�F���O�F�F�E���G�P�S���B�G�G�P�S�E�B�C�J�M�J�U�Z���Q�S�P�H�S�B�N�T���X�J�M�M���J�O�D�S�F�B�T�F���P�W�F�S���U�I�F���O�F�Y�U���T�F�W�F�S�B�M���E�F�D�B�E�F�T����

�6�U�J�M�J�U�J�F�T���D�B�O���U�B�Q���O�V�N�F�S�P�V�T���Q�P�T�T�J�C�M�F���S�F�W�F�O�V�F���T�P�V�S�D�F�T���U�P���D�P�W�F�S���D�P�T�U�T���G�P�S���Q�S�P�W�J�E�J�O�H���T�F�S�W�J�D�F�
���J�O�D�M�V�E�J�O�H��
�V�T�B�H�F���D�I�B�S�H�F�T�
���D�P�O�O�F�D�U�J�P�O���G�F�F�T�
���B�O�E���J�O���T�P�N�F���D�B�T�F�T���Q�S�P�Q�F�S�U�Z���U�B�Y���S�F�W�F�O�V�F�����4�F�U�U�J�O�H���S�B�U�F�T���J�T���V�T�V�B�M�M�Z��
�Q�F�S�G�P�S�N�F�E���B�U���U�I�F���E�J�T�D�S�F�U�J�P�O���P�G���U�I�F���V�U�J�M�J�U�Z���B�O�E���U�I�F���M�P�D�B�M���V�O�J�U���P�G���H�P�W�F�S�O�N�F�O�U�����6�U�J�M�J�U�J�F�T���B�O�E���M�P�D�B�M��
�H�P�W�F�S�O�N�F�O�U�T���I�B�W�F���U�I�F���B�V�U�I�P�S�J�U�Z���U�P���X�P�S�L���J�O�U�P���U�I�F�J�S���C�V�T�J�O�F�T�T���N�P�E�F�M���B���T�B�G�F�U�Z���O�F�U���P�G���P�O�F���P�S���N�P�S�F���$�"�1�T��
�U�I�B�U���S�F�E�V�D�F���D�V�T�U�P�N�F�S�T�����S�J�T�L���P�G���M�P�T�J�O�H���X�B�U�F�S���T�F�S�W�J�D�F���P�S���J�O�D�V�S�S�J�Og � �O�B�O�D�J�B�M���Q�F�O�B�M�U�J�F�T��



6

Eligibility Criteria Vary by Utility

As shown in Figure 1, the most common criterion considered for CAPs eligibility is status as a low-income 
household. Senior citizens are often eligible for assistance, as are households experiencing short-term 
�nancial hardships. EPA also found programs targeting assistance to disabled customers, as well as 
customers that are either active duty or veterans of the military. Speci�c eligibility criteria (e.g., the income 
threshold used to qualify) differ across programs. The way utilities determine customers’ eligibility also 
varies, with some utilities conducting application reviews and approvals in-house and others collaborating 
with social service programs to accept their eligibility determinations.

Who Needs Assistance?
�$�"�1�T���T�F�S�W�F���E�J�G�G�F�S�F�O�U���T�F�H�N�F�O�U�T���P�G���U�I�F���Q�P�Q�V�M�B�U�J�P�O���C�B�T�F�E���P�O���G�B�D�U�P�S�T���T�V�D�I���B�T���J�O�D�P�N�F���M�F�W�F�M���	�F���H���
���M�P�X�����P�S��
��Y�F�E���J�O�D�P�N�F�
�
���Q�F�S�N�B�O�F�O�U���E�J�T�B�C�J�M�J�U�Z�
���P�D�D�V�S�S�F�O�D�F���P�G���U�F�N�Q�P�S�B�S�Z���I�B�S�E�T�I�J�Q���	�F���H���
���S�F�D�F�O�U���E�J�W�P�S�D�F�
���E�F�B�U�I���P�G��
�T�Q�P�V�T�F�
���S�F�D�F�O�U�M�Z���V�O�F�N�Q�M�P�Z�F�E�
�
���B�H�F���	�F���H���
���T�F�O�J�P�S���D�J�U�J�[�F�O�T�
�
���B�O�E���P�S���T�U�B�U�V�T���B�T���B���W�F�U�F�S�B�O����

�*�O�D�P�N�F���J�T���U�I�F���N�P�T�U���D�P�N�N�P�O���D�S�J�U�F�S�J�P�O���V�T�F�E���U�P���E�F�U�F�S�N�J�O�F���S�B�U�F���B�T�T�J�T�U�B�O�D�F���F�M�J�H�J�C�J�M�J�U�Z�����4�P�N�F���V�U�J�M�J�U�J�F�T���P�G�G�F�S��
�B���E�J�T�D�P�V�O�U�F�E���S�B�U�F���G�P�S���D�V�T�U�P�N�F�S�T���X�I�P�T�F���J�O�D�P�N�F���J�T���C�F�M�P�X���B���T�Q�F�D�J��F�E���U�I�S�F�T�I�P�M�E�����5�I�F���U�I�S�F�T�I�P�M�E���N�J�H�I�U��
�C�F���C�B�T�F�E���P�O���U�I�F���Q�P�W�F�S�U�Z���M�F�W�F�M���	�F���H���
���U�X�J�D�F���U�I�F���G�F�E�F�S�B�M���Q�P�W�F�S�U�Z���M�F�W�F�M�
���P�S���P�O���X�B�U�F�S���C�J�M�M���D�I�B�S�H�F�T���F�Y�D�F�F�E�J�O�H��
�B���T�Q�F�D�J��F�E���Q�F�S�D�F�O�U�B�H�F���P�G���J�O�D�P�N�F���	�F���H���
���N�F�E�J�B�O���I�P�V�T�F�I�P�M�E���J�O�D�P�N�F�
���P�S���.�)�*�
�����4�P�N�F���V�U�J�M�J�U�J�F�T���S�F�R�V�J�S�F��
�D�V�T�U�P�N�F�S�T���U�P���T�U�B�Z���D�V�S�S�F�O�U���P�O���U�I�F�J�S���X�B�U�F�S���C�J�M�M�T���U�P���S�F�N�B�J�O���F�M�J�H�J�C�M�F���G�P�S���B�T�T�J�T�U�B�O�D�F����

�4�P�N�F���V�U�J�M�J�U�J�F�T���E�F�U�F�S�N�J�O�F���F�M�J�H�J�C�J�M�J�U�Z���B�D�D�P�S�E�J�O�H���U�P���X�I�F�U�I�F�S���U�I�F���D�V�T�U�P�N�F�S���S�F�D�F�J�W�F�T���B�T�T�J�T�U�B�O�D�F���G�S�P�N���P�U�I�F�S��
�T�P�D�J�B�M���B�J�E���Q�S�P�H�S�B�N�T�����6�O�E�F�S���U�I�J�T���D�S�J�U�F�S�J�P�O�
���F�M�J�H�J�C�J�M�J�U�Z���G�P�S���V�U�J�M�J�U�Z���C�J�M�M�J�O�H���B�T�T�J�T�U�B�O�D�F���J�T���C�B�T�F�E���P�O���T�V�D�D�F�T�T�G�V�M��
�F�O�S�P�M�M�N�F�O�U���J�O���B�T�T�J�T�U�B�O�D�F���Q�S�P�H�S�B�N�T���P�G�G�F�S�F�E���C�Z���P�U�I�F�S���B�H�F�O�D�J�F�T���P�S���P�S�H�B�O�J�[�B�U�J�P�O�T�
���X�I�J�D�I���M�P�X�F�S�T���U�I�F��
�B�E�N�J�O�J�T�U�S�B�U�J�W�F���D�P�T�U�T���U�P���U�I�F���X�B�U�F�S���V�U�J�M�J�U�Z�
���N�B�L�F�T���U�I�F���Q�S�P�D�F�T�T���F�B�T�J�F�S���G�P�S���S�F�D�J�Q�J�F�O�U�T�
���B�O�E���H�F�O�F�S�B�M�M�Z��
�B�D�D�F�M�F�S�B�U�F�T���U�I�F���S�F�B�D�I���P�G���U�I�F���X�B�U�F�S���$�"�1����

�&�1�"���T���S�F�W�J�F�X���P�G�����������V�U�J�M�J�U�J�F�T��
�B�D�S�P�T�T���U�I�F���O�B�U�J�P�O���T�I�P�X�F�E��
�U�I�B�U���B�M�N�P�T�U���������Q�F�S�D�F�O�U���P�G��
�V�U�J�M�J�U�J�F�T���P�G�G�F�S���P�O�F���P�S���N�P�S�F��
�$�"�1�T�
���G�P�S���B���U�P�U�B�M���P�G����������
�B�D�U�J�W�F���Q�S�P�H�S�B�N�T�����4�P�N�F��
�$�"�1�T���Q�S�P�W�J�E�F���B�T�T�J�T�U�B�O�D�F��
�U�P���N�P�S�F���U�I�B�O���P�O�F���H�S�P�V�Q��
�P�G���D�V�T�U�P�N�F�S�T�����0�W�F�S�B�M�M�
���U�I�F��
�D�V�T�U�P�N�F�S�T���N�P�T�U���G�S�F�R�V�F�O�U�M�Z��
�U�B�S�H�F�U�F�E���C�Z���$�"�1�T���X�F�S�F��
�U�I�P�T�F���J�O���M�P�X���J�O�D�P�N�F��
�I�P�V�T�F�I�P�M�E�T���	�'�J�H�V�S�F�����
��

Figure 1. Types of customers assisted by CAPs at U.S. drinking water and wastewater utilities.
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Types of Customer Assistance Programs
�6�U�J�M�J�U�J�F�T���P�G�G�F�S���B���W�B�S�J�F�U�Z���P�G���B�T�T�J�T�U�B�O�D�F���Q�S�P�H�S�B�N�T���U�P���N�F�F�U���U�I�F���O�F�F�E�T���P�G���U�I�F�J�S���D�V�T�U�P�N�F�S�T�����	�4�F�F���"�Q�Q�F�O�E�J�Y���#����
�6�U�J�M�J�U�Z���4�O�B�Q�T�I�P�U�T���G�P�S���N�P�S�F���J�O�G�P�S�N�B�U�J�P�O���P�O���T�Q�F�D�J��D���Q�S�P�H�S�B�N�T���E�F�T�D�S�J�C�F�E���J�O���U�I�J�T���T�F�D�U�J�P�O���B�O�E���U�I�F�J�S���N�B�U�F�S�J�B�M�T���
��
�$�P�N�N�P�O���Q�S�P�H�S�B�N���U�Z�Q�F�T���J�O�D�M�V�E�F��

Bill Discount — ���6�U�J�M�J�U�J�F�T���S�F�E�V�D�F���B���D�V�T�U�P�N�F�S���T���C�J�M�M�
���V�T�V�B�M�M�Z���M�P�O�H���U�F�S�N�����$�B�O���C�F���B�Q�Q�M�J�F�E���U�P���O�F�B�S�M�Z���B�O�Z��
�U�Z�Q�F���P�G���S�B�U�F���T�U�S�V�D�U�V�S�F���P�S���B�T�Q�F�D�U���P�G���U�I�F���C�J�M�M���	�F���H���
���W�B�S�J�B�C�M�F���S�B�U�F���T�U�S�V�D�U�V�S�F, ��Y�F�E���T�F�S�W�J�D�F���D�I�B�S�H�F�
���B�O�E��
�W�P�M�V�N�F�U�S�J�D���D�I�B�S�H�F�
�����"�M�T�P���L�O�P�X�O���B�T��write-off, reduced �xed fee.

Flexible Terms —���6�U�J�M�J�U�J�F�T���I�F�M�Q���D�V�T�U�P�N�F�S�T���B�G�G�P�S�E���T�F�S�W�J�D�F�T���B�O�E���Q�B�Z���C�J�M�M�T���U�I�S�P�V�H�I���B�S�S�F�B�S�B�H�F��
�G�P�S�H�J�W�F�O�F�T�T���	�F���H���
���S�F�X�B�S�E�J�O�H���U�J�N�F�M�Z���C�J�M�M���Q�B�Z�N�F�O�U�T���C�Z���Q�B�S�U�J�B�M�M�Z���G�P�S�H�J�W�J�O�H���P�M�E���E�F�C�U���B�O�E���F�T�U�B�C�M�J�T�I�J�O�H���B��
�Q�B�Z�N�F�O�U���Q�M�B�O���G�P�S���G�V�U�V�S�F���Q�B�Z�N�F�O�U�T�
�
���C�J�M�M���U�J�N�J�O�H���B�E�K�V�T�U�N�F�O�U���	�F���H���
���N�P�W�J�O�H���G�S�P�N���R�V�B�S�U�F�S�M�Z���U�P���N�P�O�U�I�M�Z��
�C�J�M�M�J�O�H���D�Z�D�M�F�T�
�
���P�S���M�F�W�F�M�J�[�F�E���C�J�M�M�J�O�H���	�F���H��,�d�J�W�J�E�J�O�H���U�P�U�B�M���B�O�U�J�D�J�Q�B�U�F�E���B�O�O�V�B�M���X�B�U�F�S���B�O�E���T�F�X�F�S���C�J�M�M���C�Z��������
�U�P���D�S�F�B�U�F���B���Q�S�F�E�J�D�U�B�C�M�F���N�P�O�U�I�M�Z���C�J�M�M���B�N�P�V�O�U�
�����$�P�N�N�P�O���D�B�U�F�H�P�S�J�F�T���P�G���E�J�G�G�F�S�F�O�U���Q�S�P�H�S�B�N���U�Z�Q�F�T���J�O�D�M�V�E�F��
payment plans, connection loans, managing arrears, levelized billing, bill timing.

Lifeline Rate — ���$�V�T�U�P�N�F�S�T���Q�B�Z���B���T�V�C�T�J�E�J�[�F�E���S�B�U�F���G�Pr a � �Y�F�E���B�N�P�V�O�U���P�G���X�B�U�F�S�
���X�I�J�D�I���J�T���F�Y�Q�F�D�U�F�E���U�P��
�D�P�W�F�S���U�I�B�U���D�V�T�U�P�N�F�S���T���C�B�T�J�D���X�B�U�F�S���O�F�F�E�T�����8�I�F�O���X�B�U�F�S���V�T�F���F�Y�D�F�F�E�T���U�I�F���J�O�J�U�J�Bl � �Y�F�E���B�N�P�V�O�U���P�G���X�B�U�F�S��
�	�J���F���
���U�I�F���M�J�G�F�M�J�O�F���C�M�P�D�L�
�
���U�I�F���S�B�U�F�T���J�O�D�S�F�B�T�F�����"�M�T�P���L�O�P�X�O���B�T��minimum bill, low-income rate structure, 
single tariff, water budget.

Temporary Assistance — ���6�U�J�M�J�U�J�F�T���I�F�M�Q���D�V�T�U�P�N�F�S�T���P�O���B���T�I�P�S�U���U�F�S�N���P�S���P�O�F���U�J�N�F���C�B�T�J�T���U�P���Q�S�F�W�F�O�U��
�E�J�T�D�P�O�O�F�D�U�J�P�O���P�G���T�F�S�W�J�D�F���P�S���S�F�T�U�P�S�F���T�F�S�W�J�D�F���B�G�U�F�S���E�J�T�D�P�O�O�F�D�U�J�P�O���G�P�S���I�P�V�T�F�I�P�M�E�T���G�B�D�J�O�H���B�O���V�O�F�Y�Q�F�D�U�F�E��
�I�B�S�E�T�I�J�Q���	�F���H���
���E�F�B�U�I�
���K�P�C���M�P�T�T�
���E�J�W�P�S�D�F�
���E�P�N�F�T�U�J�D���W�J�P�M�F�O�D�F�
�����"�M�T�P���L�O�P�X�O���B�T��emergency assistance, 
crisis assistance, grant, one ‑time reducti on.

Water Efficiency — ���6�U�J�M�J�U�J�F�T���T�V�C�T�J�E�J�[�F���X�B�U�F�S���F�G� �D�J�F�O�D�Z���N�F�B�T�V�S�F�T���C�Z���Q�S�P�W�J�E�J�Og � �O�B�O�D�J�B�M���B�T�T�J�T�U�B�O�D�F��
�G�P�S���M�F�B�L���S�F�Q�B�J�S�T���B�O�E���P�G�G�F�S�J�O�H���S�F�C�B�U�F�T���G�P�S���8�B�U�F�S�4�F�O�T�F���D�F�S�U�J� �Fd � �Y�U�V�S�F�T�
���U�P�J�M�F�U�T�
���B�O�E���B�Q�Q�M�J�B�O�D�F�T�����"�M�T�P��
�L�O�P�X�O���B�T��water conservation.

�&�1�"���T���S�F�W�J�F�X���P�G�����������V�U�J�M�J�U�J�F�T��
�B�D�S�P�T�T���U�I�F���O�B�U�J�P�O���T�I�P�X�F�E��
�U�I�B�U���B�M�N�P�T�U���������Q�F�S�D�F�O�U��
�P�G�G�F�S���P�O�F���P�S���N�P�S�F���$�"�1�T�����P�G��
�U�I�F�T�F�
�����������J�O�D�M�V�E�F�E���B���C�J�M�M��
�E�J�T�D�P�V�O�U���J�O���U�I�F�J�S���$�"�1�����5�I�F��
�O�F�Y�U���U�X�P���N�P�T�U���Q�P�Q�V�M�B�S���$�"�1��
�U�Z�Q�F�T���X�F�Se � �F�Y�J�C�M�F���U�F�S�N�T��
�B�O�E���U�F�N�Q�P�S�B�S�Z���B�T�T�J�T�U�B�O�D�F��
�	�'�J�H�V�S�F�����
��

Figure 2. Types of CAPs offered by U.S. drinking water and wastewater utilities.
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Bill Discount
Reduces bills on an ongoing basis usually by a percentage or dollar amount. This broad category encompasses a diverse array of programs.

Opportunities
�r	�5�B�S�H�F�U�T���I�P�V�T�F�I�P�M�E�T���U�I�B�U���I�B�W�F���E�J�G� �D�V�M�U�Z���Q�B�Z�J�O�H���X�B�U�F�S��

�B�O�E���P�S���T�F�X�F�S���C�J�M�M�T��

�r	�0�G�G�F�Ss � �F�Y�J�C�J�M�J�U�Z���U�P���T�U�S�V�D�U�V�S�F���J�O���B���W�B�S�J�F�U�Z���P�G���X�B�Z�T�
����
�J�O�D�M�V�E�J�O�H���B���T�M�J�E�J�O�H���T�D�B�M�F�����D�B�O���B�Q�Q�M�Z���U�P���B�O�Z���U�Z�Q�F���P�G����
�S�B�U�F���T�U�S�V�D�U�V�S�F��

Challenges
�r	�3�F�W�F�O�V�F���J�N�Q�B�D�U���N�B�Z���C�F���H�S�F�B�U�F�S���C�F�D�B�V�T�F���Q�S�P�H�S�B�N�T���B�S�F��

�H�F�O�F�S�B�M�M�Z���E�F�T�J�H�O�F�E���U�P���Q�S�P�W�J�E�F���B�T�T�J�T�U�B�O�D�F���M�P�O�H���U�F�S�N��

�r	�$�B�O���C�F���D�P�O�G�V�T�J�O�H���U�P���D�V�T�U�P�N�F�S�T���J�G���Q�S�P�H�S�B�N���S�F�M�B�U�F�E��
�P�V�U�S�F�B�D�I���B�O�E���F�E�V�D�B�U�J�P�O���J�T�O���U���Q�S�P�W�J�E�F�E��

Considerations
�r	�"�E�N�J�O�J�T�U�S�B�U�J�W�F���C�V�S�E�F�O���J�T���M�P�X���J�G���V�U�J�M�J�U�Z���D�B�O���Q�B�S�U�O�F�S���X�J�U�I���B�O��

�F�Y�J�T�U�J�O�H���T�P�D�J�B�M���T�F�S�W�J�D�F���Q�S�P�H�S�B�N���G�P�S���F�M�J�H�J�C�J�M�J�U�Z���E�F�U�F�S�N�J�O�B�U�J�P�O��
�B�O�E���F�O�S�P�M�M�N�F�O�U�����B�E�N�J�O�J�T�U�S�B�U�J�W�F���C�V�S�E�F�O���D�B�O���C�F���I�J�H�I�F�S���J�G���B��
�Q�B�S�U�O�F�S�J�O�H���P�Q�Q�P�S�U�V�O�J�U�Z���E�P�F�T�O���U���F�Y�J�T�U��

�r	�"���Q�F�S�D�F�O�U�B�H�F���E�J�T�D�P�V�O�U���D�B�O���H�J�W�F���I�P�V�T�F�I�P�M�E�T���V�T�J�O�H���N�P�S�F��
�X�B�U�F�S���B���M�B�S�H�F�S���T�V�C�T�J�E�Z�
���D�S�F�B�U�J�O�H���D�P�O�D�F�S�O�T���P�G���F�R�V�J�U�Z���B�O�E��
�Q�S�P�W�J�E�J�O�H���B���E�J�T�J�O�D�F�O�U�J�W�F���U�P���V�T�F���X�B�U�F�S���F�G��D�J�F�O�U�M�Z��

�r	�%�P�F�T���O�P�U���U�B�L�F���J�O�U�P���B�D�D�P�V�O�U���P�U�I�F�S���G�B�D�U�P�S�T���U�I�B�U���N�J�H�I�U��
�C�F���D�B�V�T�J�O�H���M�P�O�H���U�F�S�N���I�J�H�I���X�B�U�F�S���V�T�B�H�F�
���T�V�D�I���B�T���P�M�E�F�S��
�B�Q�Q�M�J�B�O�D�F�T���B�O�E��� �Y�U�V�S�F�T��

New York City, New York
�.�B�Z�P�S���E�F���#�M�B�T�J�P���B�O�E���U�I�F��New York City Department of Environmental Protection 

(DEP�
���B�O�O�P�V�O�D�F�E���P�O���%�F�D�F�N�C�F�S�������
�����������
���U�I�B�U���O�F�B�S�M�Z�������
���������M�P�X���J�O�D�P�N�F�
���T�F�O�J�P�S�
��

�P�S���E�J�T�B�C�M�F�E���I�P�N�F�P�X�O�F�S�T���B�D�S�P�T�T���U�I�F���D�J�U�Z���X�J�M�M���S�F�D�F�J�W�F���B�O���B�V�U�P�N�B�U�J�D���P�O�F���U�J�N�F���D�S�F�E�J�U���P�G��

�����������������P�O���U�I�F�J�S���O�F�Y�U���X�B�U�F�S���C�J�M�M�
���T�B�W�J�O�H���N�P�T�U���Q�B�S�U�J�D�J�Q�B�O�U�T���B�Q�Q�S�P�Y�J�N�B�U�F�M�Z���������Q�F�S�D�F�O�U��

�P�O���U�I�F�J�S���B�O�O�V�B�M���C�J�M�M�����5�I�F���D�S�F�E�J�U���J�T���Q�B�S�U���P�G���U�I�F���)�P�N�F���8�B�U�F�S���"�T�T�J�T�U�B�O�D�F���1�S�P�H�S�B�N, ��S�T�U��

�J�O�U�S�P�E�V�D�F�E���J�O�����������
���U�P���B�T�T�J�T�U���B�Q�Q�S�P�Y�J�N�B�U�F�M�Z�������
���������I�P�N�F�P�X�O�F�S�T���X�I�P���R�V�B�M�J��F�E���G�P�S���U�I�F���G�F�E�F�S�B�M���-�P�X���*�O�D�P�N�F���)�P�N�F��

�&�O�F�S�H�Z���"�T�T�J�T�U�B�O�D�F���1�S�P�H�S�B�N���	�-�*�)�&�"�1�
�����*�O�����������
���%�&�1���F�Y�Q�B�O�E�F�E���U�I�F���Q�S�P�H�S�B�N���U�P���J�O�D�M�V�E�F���U�I�P�T�F���X�I�P���S�F�D�F�J�W�F���B���4�F�O�J�P�S��

�$�J�U�J�[�F�O�T���)�P�N�F�P�X�O�F�S�T���&�Y�F�N�Q�U�J�P�O���P�S���B���%�J�T�B�C�M�F�E���)�P�N�F�P�X�O�F�S�T���&�Y�F�N�Q�U�J�P�O���G�P�S���Q�S�P�Q�F�S�U�Z���U�B�Y�F�T�
���C�S�J�O�H�J�O�H���U�I�F���U�P�U�B�M���U�P��

�O�F�B�S�M�Z�������
���������I�P�N�F�P�X�O�F�S�T�����%�&�1���I�B�T���Q�B�S�U�O�F�S�F�E���X�J�U�I���U�I�F���)�V�N�B�O���3�F�T�P�V�S�D�F�T���"�E�N�J�O�J�T�U�S�B�U�J�P�O���B�O�E���U�I�F���%�F�Q�B�S�U�N�F�O�U��

�P�G���'�J�O�B�O�D�F���U�P���J�E�F�O�U�J�G�Z���R�V�B�M�J��F�E���I�P�N�F�P�X�O�F�S�T���	�X�J�U�I���I�P�N�F�T���I�P�V�T�J�O�H���P�O�F���U�P���G�P�V�S���G�B�N�J�M�J�F�T�
���X�I�P���S�F�D�F�J�W�F�E���B���-�*�)�&�"�1��

�P�S���M�P�X���J�O�D�P�N�F���Q�S�P�Q�F�S�U�Z���U�B�Y���C�F�O�F��U���J�O���������������)�P�N�F�P�X�O�F�S�T���E�P���O�P�U���I�B�W�F���U�P���E�P���B�O�Z�U�I�J�O�H���U�P���S�F�D�F�J�W�F���U�I�F���D�S�F�E�J�U�����J�U���X�J�M�M��

�B�V�U�P�N�B�U�J�D�B�M�M�Z���B�Q�Q�F�B�S���P�O���U�I�F���O�F�Y�U���X�B�U�F�S���B�O�E���T�F�X�F�S���C�J�M�M���G�P�S���R�V�B�M�J�G�Z�J�O�H���D�V�T�U�P�N�F�S�T����

“Any assistance to low-income homeowners is welcome news in the Bronx 
and New York City. Many families struggle from paycheck to paycheck and 
receiving a credit on their next water bill will likely go a long way to help. 
… I would like to thank Mayor de Blasio, the New York City Department of 
Environmental Protection, the Human Resources Administration and the 
Department of Finance for their work in making sure that more than 52,000 
households receive a credit of $115 on their next water or sewer bill through 
the Home Water Assistance Program.”

—Assembly Member Latoya Joyner
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American Water 
American Water���Q�S�P�W�J�E�F�T���E�S�J�O�L�J�O�H���X�B�U�F�S���B�O�E���T�F�X�F�S���S�F�M�B�U�F�E���T�F�S�W�J�D�F�T���U�P��

�D�P�N�N�V�O�J�U�J�F�T���J�O���������T�U�B�U�F�T�����5�I�F�Z���P�G�G�F�S���N�V�M�U�J�Q�M�F���$�"�1�T���E�F�T�J�H�O�F�E���B�T���B���T�B�G�F�U�Z���O�F�U���G�P�S��

�D�V�T�U�P�N�F�S�T���J�O���O�F�F�E����

New Jersey American Water’s���)���0���)�F�M�Q���U�P���0�U�I�F�S�T���1�S�P�H�S�B�N�5�.���	�T�F�S�W�J�O�H���-�J�C�F�S�U�Z�
���0�D�F�B�O���$�J�U�Z�
���3�B�S�J�U�B�O�
���4�I�P�S�U���)�J�M�M�T�
��

�B�O�E���D�P�B�T�U�B�M���O�P�S�U�I���B�O�E���X�F�T�U�F�S�O���/�F�X���+�F�S�T�F�Z�
���J�O�D�M�V�E�F�T���B���C�J�M�M���E�J�T�D�P�V�O�U���Q�S�P�H�S�B�N���U�I�B�U���Q�S�P�W�J�E�F�T���M�P�X���J�O�D�P�N�F���D�V�T�U�P�N�F�S�T��

�J�O���/�F�X���+�F�S�T�F�Z���B���X�B�U�F�S���C�J�M�M���D�S�F�E�J�U���	�H�S�B�O�U�
���P�G���V�Q���U�P���������������&�M�J�H�J�C�M�F���D�V�T�U�P�N�F�S�T���N�V�T�U���I�B�W�F���B���U�P�U�B�M���D�P�N�C�J�O�F�E���N�P�O�U�I�M�Z��

�J�O�D�P�N�F���B�U���P�S���C�F�M�P�X�����������Q�F�S�D�F�O�U���P�G���U�I�F���G�F�E�F�S�B�M���Q�P�W�F�S�U�Z���H�V�J�E�F�M�J�O�F�T�����*�O���T�P�N�F���D�B�T�F�T�
���S�F�D�J�Q�J�F�O�U�T���N�V�T�U���Q�B�Z���B���Q�P�S�U�J�P�O��

�P�G���U�I�F�J�S���C�J�M�M���C�B�T�F�E���P�O���U�I�F�J�S���J�O�D�P�N�F�����*�O�����������
���/�F�X���+�F�S�T�F�Z���"�N�F�S�J�D�B�O���8�B�U�F�S���Q�S�P�W�J�E�F�E���������
���������J�O���B�T�T�J�T�U�B�O�D�F���H�S�B�O�U�T��

�U�P�����������I�P�V�T�F�I�P�M�E�T�����&�M�J�H�J�C�M�F���D�V�T�U�P�N�F�S�T���D�P�V�M�E���B�M�T�P���S�F�D�F�J�W�F���B�����������Q�F�S�D�F�O�U���E�J�T�D�P�V�O�U���P�O���U�I�F�J�S���N�P�O�U�I�My ��Y�F�E���T�F�S�W�J�D�F��

�D�I�B�S�H�F���G�P�S���X�B�U�F�S�����"�Q�Q�S�P�Y�J�N�B�U�F�M�Z�����
���������D�V�T�U�P�N�F�S�T���J�O���/�F�X���+�F�S�T�F�Z���X�F�S�F���F�O�S�P�M�M�F�E��

�J�O���U�I�J�T���Q�S�P�H�S�B�N���B�T���P�G���%�F�D�F�N�C�F�S�������
������������

�*�O���1�J�U�U�T�C�V�S�H�I���B�O�E���-�B�L�F���4�D�S�B�O�U�P�O�
���U�I�F��

Pennsylvania American Water Company���V�T�F�T��

�J�U�T���)�������)�F�M�Q���U�P���0�U�I�F�S�T���1�S�P�H�S�B�N�–���U�P���P�G�G�F�S��

�J�O�D�P�N�F���R�V�B�Mi� �F�E���E�S�J�O�L�J�O�H���X�B�U�F�S���D�V�T�U�P�N�F�S�T��

�B�O���������Q�F�S�D�F�O�U���E�J�T�D�P�V�O�U���P�O���U�I�F�J�S���N�P�O�U�I�M�Z��

�X�B�U�F�S���T�F�S�W�J�D�F���G�F�F�T���B�O�E���H�S�B�O�U�T���P�G���V�Q���U�P�������������Q�F�S���Z�F�B�S�����-�P�X���J�O�D�P�N�F���T�F�X�F�S��

�D�V�T�U�P�N�F�S�T���B�M�T�P���D�B�O���S�F�D�F�J�W�F���B�O�O�V�B�M�������������H�S�B�O�U�T���B�T���X�F�M�M���B�T���B���������Q�F�S�D�F�O�U��

�E�J�T�D�P�V�O�U���P�O���U�I�F�J�S���U�P�U�B�M���X�B�T�U�F�X�B�U�F�S���D�I�B�S�H�F�T�����5�I�F���U�I�S�F�T�I�P�M�E���G�P�S���R�V�B�M�J� �D�B�U�J�P�O��

�G�P�S���B�T�T�J�T�U�B�O�D�F���J�T�����������Q�F�S�D�F�O�U���P�G���U�I�F���Q�P�W�F�S�U�Z���M�J�O�F��

�'�P�S���T�P�N�F���P�G���U�I�F�T�F���Q�S�P�H�S�B�N�T�
���"�N�F�S�J�D�B�O���8�B�U�F�S���Q�S�P�W�J�E�F�T���D�P�S�Q�P�S�B�U�F���G�V�O�E�J�O�H��

�B�T���X�F�M�M���B�T���B���D�P�S�Q�P�S�B�U�F���N�B�U�D�I���G�P�S���D�V�T�U�P�N�F�S�T�����E�P�O�B�U�J�P�O�T�����0�U�I�F�S���Q�S�P�H�S�B�N�T��

�B�S�F���G�V�O�E�F�E���U�I�S�P�V�H�I���U�I�F���S�B�U�F���E�F�T�J�H�O�����"�N�F�S�J�D�B�O���8�B�U�F�S���D�V�T�U�P�N�F�S�T���X�J�T�I�J�O�H���U�P��

�D�P�O�U�S�J�C�V�U�F���U�P���U�I�F���)���0���)�F�M�Q���U�P���0�U�I�F�S�T���1�S�P�H�S�B�N�–���D�B�O���B�E�E���B���E�P�O�B�U�J�P�O���U�P���U�I�F�J�S���N�P�O�U�I�M�Z���"�N�F�S�J�D�B�O���8�B�U�F�S���C�J�M�M���Q�B�Z�N�F�O�U����

�"�M�M���E�P�O�B�U�J�P�O�T���B�O�E���"�N�F�S�J�D�B�O���8�B�U�F�S���T���N�B�U�D�I�J�O�H���G�V�O�E�T���H�P���E�J�S�F�D�U�M�Z���U�P���R�V�B�M�J�G�Z�J�O�H���D�V�T�U�P�N�F�S�T��

Seattle, Washington
Seattle Public Utilities (SPU) ���P�G�G�F�S�T���J�U�T���E�S�J�O�L�J�O�H���X�B�U�F�S��

�B�O�E���T�F�X�F�S���D�V�T�U�P�N�F�S�T���B���C�J�M�M���E�J�T�D�P�V�O�U���P�G���������Q�F�S�D�F�O�U���J�G���U�I�F�J�S��

�I�P�V�T�F�I�P�M�E���J�O�D�P�N�F���J�T���B�U���P�S���C�F�M�P�X���������Q�F�S�D�F�O�U���P�G���U�I�F���T�U�B�U�F��

�N�F�E�J�B�O���I�P�V�T�F�I�P�M�E���J�O�D�P�N�F�����"�M�M���4�1�6���S�F�T�J�E�F�O�U�J�B�M���B�D�D�P�V�O�U�T��

�B�S�F���F�M�J�H�J�C�M�F���J�G���U�I�F�Z���N�F�F�U���J�O�D�P�N�F���H�V�J�E�F�M�J�O�F�T�
���X�I�J�D�I���W�B�S�Z���C�Z��

�I�P�V�T�F�I�P�M�E���T�J�[�F�����3�F�O�U�F�S�T���B�O�E���D�P�O�E�P���P�X�O�F�S�T���X�I�P���E�P���O�P�U���S�F�D�F�J�W�F��

�B���X�B�U�F�S���C�J�M�M���E�J�S�F�D�U�M�Z���D�P�V�M�E���C�F���F�M�J�H�J�C�M�F���G�P�S���B���D�S�F�E�J�U���U�P���U�I�F�J�S��

�F�M�F�D�U�S�J�D���C�J�M�M���J�O�T�U�F�B�E�����3�F�O�U�F�S�T���M�J�W�J�O�H���J�O���T�J�O�H�M�F���G�B�N�J�M�Z���I�P�N�F�T���B�O�E��

�E�V�Q�M�F�Y�F�T���S�F�D�F�J�W�F���N�P�S�F���D�S�F�E�J�U���U�I�B�O���S�F�T�J�E�F�O�U�T���J�O���N�V�M�U�J�G�B�N�J�M�Z��

�C�V�J�M�E�J�O�H�T�����)�P�V�T�F�I�P�M�E�T���Q�B�S�U�J�D�J�Q�B�U�J�O�H���J�O���U�I�F���)�P�V�T�J�O�H���$�I�P�J�D�F��

�7�P�V�D�I�F�S���1�S�P�H�S�B�N���	�4�F�D�U�J�P�O�������I�P�V�T�J�O�H�
���P�S���M�J�W�J�O�H���J�O���P�U�I�F�S��

�T�Q�F�D�J��D���T�V�C�T�J�E�J�[�F�E���I�P�V�T�J�O�H���V�O�J�U�T���B�S�F���O�P�U���F�M�J�H�J�C�M�F���G�P�S��

�U�I�F���C�J�M�M���E�J�T�D�P�V�O�U���Q�S�P�H�S�B�N�����*�O���B�E�E�J�U�J�P�O���U�P���P�G�G�F�S�J�O�H���U�I�F���C�J�M�M��

�E�J�T�D�P�V�O�U���Q�S�P�H�S�B�N�
���U�I�F���V�U�J�M�J�U�Z���B�M�T�P���P�G�G�F�S�T���B���D�P�N�Q�M�F�N�F�O�U�B�S�Z��

�&�N�F�S�H�F�O�D�Z���"�T�T�J�T�U�B�O�D�F���1�S�P�H�S�B�N���E�F�T�J�H�O�F�E���U�P���I�F�M�Q���R�V�B�M�J��F�E��

�D�V�T�U�P�N�F�S�T���X�J�U�I���E�F�M�J�O�R�V�F�O�U���C�J�M�M�T��
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Flexible Terms
Helps customers stay current with bills by waiving penalties, fees, interest, and/or changing how they are billed over time.

Opportunities
�r	�)�J�H�I�M�Z���F�G�G�F�D�U�J�W�F���B�O�E���Q�P�Q�V�M�B�S���G�P�S���H�B�T���B�O�E��

�F�M�F�D�U�S�J�D���V�U�J�M�J�U�J�F�T��

�r	�'�F�X���M�F�H�B�M���P�S���Q�P�M�J�D�Z���C�B�S�S�J�F�S�T���N�B�L�F��
�J�N�Q�M�F�N�F�O�U�B�U�J�P�O���S�F�M�B�U�J�W�F�M�Z���M�P�X���D�P�T�U����
�B�O�E���F�B�T�Z��

�r	�$�B�O���S�F�E�V�D�F���B�E�N�J�O�J�T�U�S�B�U�J�W�F���D�P�T�U�T���G�P�S���U�I�F��
�V�U�J�M�J�U�Z��

Challenges
�r	�$�B�O���E�J�N�J�O�J�T�I���U�I�F���Q�P�X�F�S���P�G���X�B�U�F�S��

�D�P�O�T�F�S�W�B�U�J�P�O���Q�S�J�D�J�O�H����

�r	�$�B�O���S�F�E�V�D�F���S�F�W�F�O�V�F���G�P�S���U�I�F���V�U�J�M�J�U�Z��

Considerations
�r	�*�O�D�S�F�B�T�J�O�H���C�J�M�M�J�O�H���G�S�F�R�V�F�O�D�Z���E�P�F�T���O�P�U���S�F�R�V�J�S�F���U�I�F���V�U�J�M�J�U�Z���U�P���D�I�B�O�H�F��

�U�I�F���G�S�F�R�V�F�O�D�Z���P�G���N�F�U�F�S���S�F�B�E�J�O�H�����I�P�X�F�W�F�S�
���T�P�N�F���V�U�J�M�J�U�J�F�T���Nay ��O�E���J�U��
�O�F�D�F�T�T�B�S�Z����

�r	�.�P�O�U�I�M�Z���C�J�M�M�J�O�H���B�M�M�P�X�T���G�P�S���Q�S�F�E�J�D�U�B�C�J�M�J�U�Z���B�O�E���Q�M�B�O�O�J�O�H�����-�F�W�F�M�J�[�F�E���C�J�M�M�J�O�H��
�X�P�S�L�T���X�F�M�M���X�I�F�O���J�U���J�T���W�P�M�V�O�U�B�S�Z���P�S���P�U�I�F�S���V�U�J�M�J�U�Z���C�J�M�M�T���B�S�F���B�M�T�P���M�F�W�F�M�J�[�F�E����

�r	�4�P�N�F���N�F�B�T�V�S�F�T�
���M�J�L�F���M�F�W�F�M�J�[�F�E���C�J�M�M�J�O�H���B�O�E���C�J�M�M���U�J�N�J�O�H�
���B�S�F���S�F�W�F�O�V�F��
�O�F�V�U�S�B�M�����0�U�I�F�S���U�P�P�M�T�
���T�V�D�I���B�T���G�P�S�H�J�W�J�O�H���B�S�S�F�B�S�T���B�O�E���J�O�U�F�S�F�T�U���G�S�F�F���Q�B�Z�N�F�O�U��
�Q�M�B�O�T�
���M�P�X�F�S���	�Q�P�U�F�O�U�J�B�M�
���S�F�W�F�O�V�F�����3�F�E�V�D�F�E���G�F�F���Q�S�P�H�S�B�N�T���D�B�O���J�N�Q�S�P�W�F��
�D�P�M�M�F�D�U�B�C�J�M�J�U�Z���P�G���S�F�W�F�O�V�F��

�r	�/�F�X���U�F�D�I�O�P�M�P�H�Z�
���T�V�D�I���B�T���Q�S�F���Q�B�J�E���N�F�U�F�S�T���B�O�E���T�N�B�S�U���N�F�U�F�S�T�
���H�J�W�F��
�V�U�J�M�J�U�J�F�T���N�P�S�F���P�Q�U�J�P�O�T���G�P�S���E�F�T�J�H�O�J�Og ��F�Y�J�C�M�F���U�F�S�N�T���U�I�B�U���D�V�T�U�P�N�F�S�T���D�B�O��
�V�T�F���U�P���I�F�M�Q���S�F�N�B�J�O���D�V�S�S�F�O�U���P�O���U�I�F�J�S���C�J�M�M�T��

Philadelphia, Pennsylvania
�5�I�F��Philadelphia Water 

Department���Q�S�P�W�J�E�F�T��

�B���O�V�N�C�F�S���P�G���$�"�1�T���U�P��

�J�U�T���D�V�T�U�P�N�F�S�T���U�P���B�T�T�J�T�U��

�X�J�U�I���X�B�U�F�S���B�O�E���T�F�X�F�S��

�C�J�M�M�T�
���J�O�D�M�V�E�J�O�H���T�F�W�F�S�B�M���E�J�G�G�F�S�F�O�U���P�Q�U�J�P�O�T���G�Pr ��F�Y�J�C�M�F��

�U�F�S�N�T�����$�V�T�U�P�N�F�S�T���I�B�W�J�O�H���E�J�G��D�V�M�U�Z���Q�B�Z�J�O�H���U�B�Y�F�T��

�P�S���X�B�U�F�S���C�J�M�M�T���D�B�O���B�S�S�B�O�H�F���B���Q�B�Z�N�F�O�U���B�H�S�F�F�N�F�O�U����

�8�I�F�O���U�I�F���D�V�T�U�P�N�F�S���F�O�U�F�S�T���J�O�U�P���B���Q�B�Z�N�F�O�U��

�B�H�S�F�F�N�F�O�U�
���U�I�F�Z���N�V�T�U���Q�B�Z���U�I�F���G�V�U�V�S�F���N�P�O�U�I�M�Z���X�B�U�F�S��

�B�O�E���T�F�X�F�S���C�J�M�M�T���J�O���G�V�M�M���B�O�E���P�O���U�J�N�F�
���B�O�E���N�B�L�F���U�I�F�J�S��

�B�H�S�F�F�E���V�Q�P�O���N�P�O�U�I�M�Z���Q�B�Z�N�F�O�U�T�����5�I�F���)�P�N�F�P�X�O�F�S�T��

�&�N�F�S�H�F�O�D�Z���-�P�B�O���1�S�P�H�S�B�N���B�M�T�P���Q�S�P�W�J�E�F�T���O�P���J�O�U�F�S�F�T�U���S�F�Q�B�J�S���M�P�B�O�T���G�P�S���D�V�T�U�P�N�F�S�T��

�J�O���J�N�N�J�O�F�O�U���E�B�O�H�F�S���P�G���T�F�S�W�J�D�F���E�J�T�D�P�O�O�F�D�U�J�P�O���C�F�D�B�V�T�F���P�G���B���C�S�P�L�F�O���P�S���M�F�B�L�J�O�H��

�X�B�U�F�S���T�F�S�W�J�D�F���P�S���T�F�X�F�S���E�S�B�J�O�B�H�F���M�J�O�F����

Tallahassee, Florida
�5�I�F��city of Tallahassee’s���N�V�O�J�D�J�Q�B�M�M�Z���P�X�O�F�E���E�S�J�O�L�J�O�H���X�B�U�F�S���B�O�E��

�X�B�T�U�F�X�B�U�F�S���V�U�J�M�J�U�Z���P�G�G�F�S�T���D�V�T�U�P�N�F�S�T���M�F�W�F�M�J�[�F�E���C�J�M�M�J�O�H���U�I�S�P�V�H�I���B���Q�S�P�H�S�B�N��

�D�B�M�M�F�E���#�V�E�H�F�U���#�J�M�M�J�O�H�����5�I�J�T���Q�S�P�H�S�B�N���B�M�M�P�X�T���D�V�T�U�P�N�F�S�T���U�P���B�W�F�S�B�H�F���U�I�F�J�S��

�C�J�M�M�T���B�T���B���X�B�Z���Uo ��B�U�U�F�O���P�V�U���U�I�F���Q�F�B�L�T���B�O�E���E�J�Q�T���P�G���V�T�B�H�F���P�W�F�S���U�I�F��

�D�P�V�S�T�F���P�G���B���Z�F�B�S�
���S�F�T�V�M�U�J�O�H���J�O���B���D�P�O�T�J�T�U�F�O�U���C�J�M�M���G�P�S���U�I�F�J�S���V�U�J�M�J�U�Z���T�F�S�W�J�D�F�T����

�5�I�F���V�U�J�M�J�U�Z���U�P�U�B�M�T���U�I�F���Q�B�T�U���������N�P�O�U�I�T���P�G���V�U�J�M�J�U�Z���V�T�B�H�F���	�C�J�M�M�F�E���B�N�P�V�O�U�T�
���B�O�E���E�J�W�J�E�F�T���U�I�F���U�P�U�B�M���C�Z���������Uo ��O�E���U�I�F��

�B�W�F�S�B�H�F���N�P�O�U�I�M�Z���C�J�M�M�����5�I�F���V�U�J�M�J�U�Z���U�I�F�O���B�E�E�T���B�O�P�U�I�F�S���������Q�F�S�D�F�O�U���U�P���B�S�S�J�W�F���B�U���B���N�P�O�U�I�My ��H�V�S�F���U�I�B�U���X�J�M�M���C�F���C�J�M�M�F�E��

�U�I�S�P�V�H�I�P�V�U���U�I�F���T�V�C�T�F�R�V�F�O�U���Z�F�B�S�����5�I�F���B�E�E�J�U�J�P�O�B�M���������Q�F�S�D�F�O�U���Q�S�P�U�F�D�U�T���U�I�F���D�V�T�U�P�N�F�S���G�S�P�N���T�J�H�O�J��D�B�O�U�M�Z���V�O�E�F�S�Q�B�Z�J�O�H��

�C�J�M�M�T���J�G���U�I�F�J�S���V�T�B�H�F���W�B�S�J�F�T���C�F�D�B�V�T�F���P�G���X�B�S�N�F�S���P�S���E�S�J�F�S���D�P�O�E�J�U�J�P�O�T�����&�W�F�S�Z���������N�P�O�U�I�T�
���U�I�F���V�U�J�M�J�U�Z���B�V�U�P�N�B�U�J�D�B�M�M�Z��

�S�F�W�J�F�X�T���U�I�F���B�D�D�P�V�O�U���U�P���E�F�U�F�S�N�J�O�F���U�I�F���E�J�G�G�F�S�F�O�D�F���C�F�U�X�F�F�O���U�I�F���B�D�U�V�B�M���V�U�J�M�J�U�Z���C�J�M�M�T���B�O�E���C�V�E�H�F�U���C�J�M�M�F�E���B�N�P�V�O�U�T�����5�I�J�T��

�E�J�G�G�F�S�F�O�D�F���X�J�M�M���U�I�F�O���C�F���V�T�F�E���U�P���D�P�N�Q�V�U�F���U�I�F���G�P�M�M�P�X�J�O�H���Z�F�B�S���T���C�J�M�M�����"�O�Z���B�N�P�V�O�U���P�G���V�O�E�F�S�Q�B�Z�N�F�O�U���P�S���P�W�F�S�Q�B�Z�N�F�O�U���J�T��

�S�P�M�M�F�E���J�O�U�P���U�I�F���O�F�X���C�V�E�H�F�U���C�J�M�M�J�O�H���B�N�P�V�O�U��
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Lifeline Rate
Reduces bill for a set quantity of water on an ongoing basis to allow essential usage.

Opportunities
�r	�$�B�O���C�F���U�B�S�H�F�U�F�E���U�P���T�Q�F�D�J� �D���F�M�J�H�J�C�M�F���I�P�V�T�F�I�P�M�E�T�
���X�I�J�D�I��

�S�F�E�V�D�F�T���J�U�T���D�P�T�U��

�r	�$�B�O���Q�S�P�N�P�U�F���X�B�U�F�S���D�P�O�T�F�S�W�B�U�J�P�O��

Challenges
�r	�5�B�S�H�F�U�J�O�H���P�O�M�Z���F�M�J�H�J�C�M�F���I�P�V�T�F�I�P�M�E�T���N�B�L�F�T���J�N�Q�M�F�N�F�O�U�B�U�J�P�O��

�N�P�S�F���E�J�G��D�V�M�U��

�r	�&�M�J�H�J�C�M�F���I�P�V�T�F�I�P�M�E�T���N�B�Z���C�F���N�P�S�F���M�J�L�F�M�Z���U�P���V�T�F���N�P�S�F���X�B�U�F�S��
�G�P�S���C�B�T�J�D���O�F�F�E�T��

Considerations
�r	�$�P�O�T�J�E�F�S���B�E�K�V�T�U�J�O�H���U�I�F���T�J�[�F���P�G���U�I�F���M�J�G�F�M�J�O�F���C�M�P�D�L��

�U�P���U�B�L�F���J�O�U�P���B�D�D�P�V�O�U���U�I�F���O�V�N�C�F�S���P�G���Q�F�P�Q�M�F���J�O���U�I�F��
�I�P�V�T�F�I�P�M�E����

�r	�4�P�N�F���S�B�U�F�Q�B�Z�F�S�T���X�J�M�M���C�F���T�V�C�T�J�E�J�[�J�O�H���	�U�I�S�P�V�H�I��
�I�J�H�I�F�S���S�B�U�F�T�
���U�I�F���S�B�U�F�Q�B�Z�F�S�T���X�I�P���R�V�B�M�J�G�Z���G�P�S���U�I�F��
�M�J�G�F�M�J�O�F���Q�S�P�H�S�B�N��

Los Angeles, California
�5�I�S�P�V�H�I���U�I�F���4�F�O�J�P�S���$�J�U�J�[�F�O��

�%�J�T�B�C�J�M�J�U�Z���-�J�G�F�M�J�O�F���3�B�U�F��

�1�S�P�H�S�B�N�
���U�I�F��Los Angeles 

Department of Water 

and Power���P�G�G�F�S�T���F�M�J�H�J�C�M�F��

�M�P�X���J�O�D�P�N�F���I�P�V�T�F�I�P�M�E�T���B���������Q�F�S�D�F�O�U���S�F�E�V�D�U�J�P�O���J�O���X�B�U�F�S���B�O�E��

�T�F�X�F�S���S�B�U�F�T���G�P�S���U�Ie ��S�T�U�����
���������D�V�C�J�D���G�F�F�U���P�G���X�B�U�F�S���V�T�F�E���J�O���F�W�F�S�Z��

�����N�P�O�U�I���C�J�M�M�J�O�H���D�Z�D�M�F�����"�G�U�F�S���U�I�B�U���B�N�P�V�O�U���	�J���F���
���U�I�F���M�J�G�F�M�J�O�F���B�N�P�V�O�U�
�
��

�U�I�F���T�U�B�O�E�B�S�E���S�B�U�F���B�Q�Q�M�J�F�T�����5�P���C�F���F�M�J�H�J�C�M�F�
���S�F�T�J�E�F�O�U�J�B�M���D�V�T�U�P�N�F�S�T��

�N�V�T�U���S�F�T�J�E�F���B�U���U�I�F���T�F�S�W�J�D�F���B�E�E�S�F�T�T���B�O�E���C�F���S�F�T�Q�P�O�T�J�C�M�F���G�P�S���E�J�S�F�D�U�M�Z��

�Q�B�Z�J�O�H���U�I�F���X�B�U�F�S���C�J�M�M�
���C�F���B�U���M�F�B�T�U���������Z�F�B�S�T���P�M�E���P�S���E�J�T�B�C�M�F�E�
���B�O�E��

�I�B�W�F���B���D�P�N�C�J�O�F�E���B�E�K�V�T�U�F�E���H�S�P�T�T���I�P�V�T�F�I�P�M�E���J�O�D�P�N�F���P�G���M�F�T�T���U�I�B�O��

�������
���������G�P�S���U�I�F���Q�S�F�W�J�P�V�T���Z�F�B�S�����5�I�F���G�V�O�E�T���U�P���Q�B�Z���U�I�F���X�B�U�F�S���C�J�M�M��

�N�V�T�U���O�P�U���C�F���G�S�P�N���B�O�P�U�I�F�S���Q�V�C�M�J�D���B�H�F�O�D�Z�����)�P�V�T�F�I�P�M�E�T���X�I�P���R�V�B�M�J�G�Z��

�N�J�H�I�U���B�M�T�P���R�V�B�M�J�G�Z���G�P�S���B���E�J�T�D�P�V�O�U���P�O���U�I�F�J�S���U�S�B�T�I���C�J�M�M�����&�M�J�H�J�C�J�M�J�U�Z��

�G�P�S���U�I�F���Q�S�P�H�S�B�N���J�T���S�F�W�J�F�X�F�E���C�J�B�O�O�V�B�M�M�Z�����&�Y�J�T�U�J�O�H���D�V�T�U�P�N�F�S�T��

�D�P�O�U�J�O�V�F���U�P���S�F�D�F�J�W�F���U�I�F���E�J�T�D�P�V�O�U�F�E���S�B�U�F���B�T���M�P�O�H���B�T���U�I�F�Z��

�N�B�J�O�U�B�J�O���F�M�J�H�J�C�J�M�J�U�Z��

Norman, Oklahoma
�5�I�F���N�V�O�J�D�J�Q�B�M�M�Z���P�X�O�F�E���E�S�J�O�L�J�O�H���X�B�U�F�S���B�O�E���T�F�X�F�S���V�U�J�M�J�U�Z���J�O���U�I�F��

�D�P�M�M�F�H�F���U�P�X�O���P�G Norman, Oklahoma�
���Q�S�P�W�J�E�F�T���M�P�X���J�O�D�P�N�F��

�I�P�V�T�F�I�P�M�E�T���B���T�Q�F�D�J�B�M���S�B�U�F���T�U�S�V�D�U�V�S�F���G�P�S���U�Ie ��S�T�U�����
���������H�B�M�M�P�O�T��

�P�G���E�S�J�O�L�J�O�H���X�B�U�F�S���U�I�F�Z���V�T�F�����C�F�Z�P�O�E�����
���������H�B�M�M�P�O�T���U�I�F���T�U�B�O�E�B�S�E��

�S�B�U�F���B�Q�Q�M�J�F�T�����3�B�U�I�F�S���U�I�B�O���Q�B�Z�J�O�H���������������Q�F�S�����
���������H�B�M�M�P�O�T�
���U�I�F�Z���Q�B�Z���������������Q�F�S�����
���������H�B�M�M�P�O�T�
���G�P�S���B���N�P�O�U�I�M�Z��

�T�B�W�J�O�H�T���P�G���B�M�N�P�T�U�������������*�O���B�E�E�J�U�J�P�O�
���U�I�F���N�V�O�J�D�J�Q�B�M�J�U�Z���B�M�T�P���Q�S�P�W�J�E�F�T���M�P�X���J�O�D�P�N�F���I�P�V�T�F�I�P�M�E�T���N�F�F�U�J�O�H���G�F�E�F�S�B�M��

�H�V�J�E�F�M�J�O�F�T���B���������Q�F�S�D�F�O�U���E�J�T�D�P�V�O�U���P�G�G���U�I�F�J�S���N�P�O�U�I�M�Z���E�S�J�O�L�J�O�H���X�B�U�Fr ��Y�F�E���G�F�F���	�����
���B�O�E���N�P�O�U�I�M�Z���T�F�X�Fr ��Y�F�E���G�F�F��

�	�����
�����5�I�F���O�F�U���U�P�U�B�M���Q�P�U�F�O�U�J�B�M���N�P�O�U�I�M�Z���T�B�W�J�O�H�T���G�P�S���M�P�X���J�O�D�P�N�F���I�P�V�T�F�I�P�M�E�T���J�T���O�F�B�S�M�Z����������
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Temporary Assistance
Reduces bill one time or on short-term basis to help customer deal with an urgent, unexpected hardship.

Opportunities
�r	�5�B�S�H�F�U�F�E���B�T�T�J�T�U�B�O�D�F���I�F�M�Q�T���D�V�T�U�P�N�F�S�T���E�V�S�J�O�H���U�I�F�J�S���U�J�N�F���P�G���H�S�F�B�U�F�T�U��

�O�F�F�E��

�r	�0�O�F���U�J�N�F���O�B�U�V�S�F���D�B�O���N�B�L�F���U�I�F���Q�S�P�H�S�B�N���S�F�M�B�U�J�W�F�M�Z���J�O�F�Y�Q�F�O�T�J�W�F��

�r	�1�B�S�U�O�F�S�J�O�H���X�J�U�I���P�U�I�F�S���B�H�F�O�D�J�F�T���B�O�E���P�S�H�B�O�J�[�B�U�J�P�O�T���D�B�O���M�F�T�T�F�O��
�B�E�N�J�O�J�T�U�S�B�U�J�W�F���C�V�S�E�F�O��

Challenges
�r	�$�B�O���C�F�D�P�N�F���M�P�O�H���U�F�S�N���B�T�T�J�T�U�B�O�D�F���V�O�M�F�T�T���M�J�N�J�U�T���B�S�F���J�N�Q�M�F�N�F�O�U�F�E��

�r	�.�J�H�I�U���C�F���J�O�T�V�G� �D�J�F�O�U���U�P���Q�S�F�W�F�O�U���B���T�F�S�W�J�D�F���E�J�T�D�P�O�O�F�D�U�J�P�O��

�r	�$�B�O���I�B�W�F���S�F�M�B�U�J�W�F�M�Z���I�J�H�I���B�E�N�J�O�J�T�U�S�B�U�J�P�O���D�P�T�U�T��

Considerations
�r	�8�B�U�F�S���B�O�E���T�F�X�F�S���V�U�J�M�J�U�J�F�T���P�G�U�F�O���Q�B�S�U�O�F�S��

�X�J�U�I���B�O�P�U�I�F�S���P�S�H�B�O�J�[�B�U�J�P�O���	�F���H���
���B���Q�V�C�M�J�D��
�B�T�T�J�T�U�B�O�D�F���B�H�F�O�D�Z���P�S���M�P�D�B�M���D�I�B�S�J�U�Z�
���U�P��
�B�E�N�J�O�J�T�U�F�S���U�I�F���Q�S�P�H�S�B�N����

�r	�3�F�T�P�V�S�D�F�T���G�P�S���U�I�J�T���U�Z�Q�F���P�G���Q�S�P�H�S�B�N���P�G�U�F�O��
�D�P�N�F���G�S�P�N���P�V�U�T�J�E�F���H�P�W�F�S�O�N�F�O�U���B�H�F�O�D�J�F�T�
��
�T�P�D�J�B�M���T�F�S�W�J�D�F���B�H�F�O�D�J�F�T�
���P�S���W�P�M�V�O�U�B�S�Z��
�D�P�O�U�S�J�C�V�U�J�P�O�T���G�S�P�N���P�U�I�F�S���S�B�U�F�Q�B�Z�F�S�T��

Charlotte County, Florida
�5�I�F���)�F�B�S�U�4�I�J�Q���1�S�P�H�S�B�N���P�G���U�I�F��Charlotte County Utilities���Q�S�P�W�J�E�F�T�����������J�O���F�N�F�S�H�F�O�D�Z���B�T�T�J�T�U�B�O�D�F��

�Pn a ��S�T�U���D�P�N�F, ��S�T�U���T�F�S�W�F�E���C�B�T�J�T���G�P�S���E�S�J�O�L�J�O�H���X�B�U�F�S���B�O�E���T�F�X�F�S���T�F�S�W�J�D�F�T�����"���I�P�V�T�F�I�P�M�E���D�B�O���P�O�M�Z��

�R�V�B�M�J�G�Z���P�O�D�F���F�W�F�S�Z�������Z�F�B�S�T�����5�I�F���V�U�J�M�J�U�Z���Q�B�S�U�O�F�S�T���X�J�U�I���U�I�F���D�P�V�O�U�Z���T���)�F�B�M�U�I���B�O�E���)�V�N�B�O���4�F�S�W�J�D�F�T��

�%�F�Q�B�S�U�N�F�O�U�
���X�I�J�D�I���D�F�S�U�J��F�T���B���S�F�D�J�Q�J�F�O�U���T���O�F�F�E���B�O�E���R�V�B�M�J��D�B�U�J�P�O���U�P���S�F�D�F�J�W�F���B�T�T�J�T�U�B�O�D�F�����5�P���C�F��

�F�M�J�H�J�C�M�F�
���B���D�V�T�U�P�N�F�S���N�V�T�U���I�B�W�F���S�F�D�F�J�W�F�E���B�O���V�S�H�F�O�U���O�P�U�J�D�F���G�P�S���E�J�T�D�P�O�O�F�D�U�J�P�O���P�G���T�F�S�W�J�D�F���P�S���I�B�E��

�U�I�F�J�S���T�F�S�W�J�D�F���E�J�T�D�P�O�O�F�D�U�F�E���G�P�S���O�P�O�Q�B�Z�N�F�O�U�����*�O���B�E�E�J�U�J�P�O�
���U�I�F���I�P�V�T�F�I�P�M�E���T���J�O�D�P�N�F���D�B�O�O�P�U���F�Y�D�F�F�E��

���������Q�F�S�D�F�O�U���P�G���U�I�F���G�F�E�F�S�B�M���Q�P�W�F�S�U�Z���H�V�J�E�F�M�J�O�F�T�
���B�O�E���U�I�F�Z���N�V�T�U���I�B�W�F���F�Y�Q�F�S�J�F�O�D�F�E���B�O���F�N�F�S�H�F�O�D�Z���T�J�U�V�B�U�J�P�O���C�F�Z�P�O�E���U�I�F��

�I�P�V�T�F�I�P�M�E���T���D�P�O�U�S�P�M�����$�V�T�U�P�N�F�S�T���T�V�Q�Q�P�S�U���U�I�F���Q�S�P�H�S�B�N���X�J�U�I���U�B�Y���E�F�E�V�D�U�J�C�M�F���E�P�O�B�U�J�P�O�T����

Portland, Oregon
�5�I�F��Portland Water Bureau (PWB)���P�G�G�F�S�T���T�F�W�F�S�B�M��

�U�F�N�Q�P�S�B�S�Z���B�T�T�J�T�U�B�O�D�F���Q�S�P�H�S�B�N�T���G�P�S���E�S�J�O�L�J�O�H���X�B�U�F�S�
��

�T�F�X�F�S�
���B�O�E���T�U�P�S�N�X�B�U�F�S���T�F�S�W�J�D�F�T�����)�P�V�T�F�I�P�M�E�T��

�F�O�S�P�M�M�F�E���J�O���U�I�F���-�P�X���*�O�D�P�N�F���6�U�J�M�J�U�Z���"�T�T�J�T�U�B�O�D�F��

�1�S�P�H�S�B�N���D�P�V�M�E���S�F�D�F�J�W�F���P�O�F�������������D�S�J�T�J�T���W�P�V�D�I�F�S���F�W�F�S�Z��

�������N�P�O�U�I�T�����5�I�F���D�V�T�U�P�N�F�S���N�V�T�U���Q�B�Z���B���Q�P�S�U�J�P�O���P�G���U�I�F��

�C�J�M�M���U�P���S�F�D�F�J�W�F���B�T�T�J�T�U�B�O�D�F�����&�M�J�H�J�C�J�M�J�U�Z���E�F�Q�F�O�E�T���P�O���G�B�N�J�M�Z���T�J�[�F���B�O�E���H�S�P�T�T��

�N�P�O�U�I�M�Z���I�P�V�T�F�I�P�M�E���J�O�D�P�N�F�����1�8�#���B�M�T�P���P�G�G�F�S�T���B���4�B�G�F�U�Z���/�F�U���1�S�P�H�S�B�N��

�U�I�B�U���Q�S�P�W�J�E�F�T���B�T�T�J�T�U�B�O�D�F���U�P���S�F�T�J�E�F�O�U�J�B�M���S�B�U�F�Q�B�Z�F�S�T���G�B�D�J�O�H���B���R�V�B�M�J�G�Z�J�O�H��

�F�N�F�S�H�F�O�D�Z���	�T�V�D�I���B�T���D�I�B�O�H�F���J�O���F�N�Q�M�P�Z�N�F�O�U�
���V�O�S�F�J�N�C�V�S�T�F�E���N�F�E�J�D�B�M���C�J�M�M�T�
���P�S��

�E�J�W�P�S�D�F�
�����5�I�F���4�B�G�F�U�Z���/�F�U���1�S�P�H�S�B�N���D�B�O���E�F�M�B�Z���T�F�S�W�J�D�F���E�J�T�D�P�O�O�F�D�U�J�P�O�
���X�B�J�W�F��

�E�F�M�J�O�R�V�F�O�D�Z���D�I�B�S�H�F�T�
���P�G�G�F�S���J�O�U�F�S�F�T�U���G�S�F�F���Q�B�Z�N�F�O�U���Q�M�B�O�T�
���B�O�E���J�O�D�M�V�Ee ��O�B�O�D�J�B�M��

�B�T�T�J�T�U�B�O�D�F�����5�I�F���E�V�S�B�U�J�P�O���P�G���U�F�N�Q�P�S�B�S�Z���B�T�T�J�T�U�B�O�D�F���J�T���F�T�U�B�C�M�J�T�I�F�E���P�O���B���D�B�T�F���C�Z���D�B�T�F���C�B�T�J�T����

Wyandotte County, Kansas
�5�I�F��Kansas City Board of Public Utilities’ (BPU’s)���$�V�T�U�P�N�F�S���)�B�S�E�T�I�J�Q���1�B�Z�N�F�O�U���4�F�S�W�J�D�F���1�S�P�H�S�B�N��

�P�G�G�F�S�T���B���P�O�F���U�J�N�F���D�S�F�E�J�U���P�G���V�Q���U�P�������������Q�F�S���Z�F�B�S���P�G���B���D�V�T�U�P�N�F�S���T���V�U�J�M�J�U�Z���F�Y�Q�F�O�T�F�T���G�P�S���T�Q�F�D�J��D��

�I�B�S�E�T�I�J�Q���D�B�T�F�T�
���J�O�D�M�V�E�J�O�H���B���I�F�B�M�U�I���F�N�F�S�H�F�O�D�Z�
���B���D�I�B�O�H�F���J�O���F�N�Q�M�P�Z�N�F�O�U���P�S���J�O�D�P�N�F���T�U�B�U�V�T�
���B��

�D�I�B�O�H�F���J�O���G�B�N�J�M�Z���P�S���N�B�S�J�U�B�M���T�U�B�U�V�T�
���P�S���V�O�G�P�S�F�T�F�F�O���E�P�D�V�N�F�O�U�F�E���F�Y�Q�F�O�T�F�T�����5�P���R�V�B�M�J�G�Z�
���U�I�F���D�V�T�U�P�N�F�S���N�V�T�U���O�P�U���I�B�W�F��

�I�B�E���N�P�S�F���U�I�B�O���P�O�F���M�B�U�F���P�S���N�J�T�T�F�E���Q�B�Z�N�F�O�U���J�O���B���������N�P�O�U�I���Q�F�S�J�P�E�����5�I�F���#�1�6�
���X�I�J�D�I���J�T���B���O�P�O�Q�S�P��U�
���D�P�N�N�V�O�J�U�Z���P�X�O�F�E��

�E�S�J�O�L�J�O�H���X�B�U�F�S���V�U�J�M�J�U�Z�
���E�F�W�F�M�P�Q�F�E���U�I�F���Q�S�P�H�S�B�N���J�O���D�P�P�Q�F�S�B�U�J�P�O���X�J�U�I���U�I�F���6�O�J�U�F�E���8�B�Z���P�G���8�Z�B�O�E�P�U�U�F���$�P�V�O�U�Z��
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Water Ef�ciency
Reduces bill by directly implementing water saving measures, such as repairing or replacing leaking or outdated pipes and/or �xtures.

Opportunities
�r	�%�J�T�B�E�W�B�O�U�B�H�F�E���D�V�T�U�P�N�F�S�T���B�S�F���N�P�S�F���M�J�L�F�M�Z���U�P���I�B�W�F���P�Md � �Y�U�V�S�F�T���B�O�E���P�S��

�Q�P�P�S���Q�M�V�N�C�J�O�H����

�r	�$�B�O���C�F���B���M�P�O�H���U�F�S�N���T�P�M�V�U�J�P�O���U�P���M�P�X�F�S�J�O�H���C�J�M�M�T���U�I�B�U���F�N�Q�P�X�F�S�T��
�I�P�N�F�P�X�O�F�S�T��

�r	�$�B�O���V�T�F���P�V�U�S�F�B�D�I���N�B�U�F�S�J�B�M�T���B�O�E���Q�B�S�U�O�F�S�T�I�J�Q�T���X�J�U�I���P�U�I�F�S���V�U�J�M�J�U�J�F�T��
�U�I�S�P�V�H�I���8�B�U�F�S�4�F�O�T�F����

�r	�$�P�N�Q�M�F�N�F�O�U�T���B���D�P�N�N�V�O�J�U�Z���T���T�V�T�U�B�J�O�B�C�M�F���X�B�U�F�S���N�B�O�B�H�F�N�F�O�U���H�P�B�M�T�
��
�D�B�S�C�P�O���S�F�E�V�D�U�J�P�O���F�G�G�P�S�U�T�
���F�U�D����

Challenges
�r	�$�B�O���J�N�Q�B�D�U���V�U�J�M�J�U�J�F�T�����S�F�W�F�O�V�F��

�r	�3�F�C�B�U�F�T���G�P�S���O�F�X���E�F�W�J�D�F�T���B�O�E���B�Q�Q�M�J�B�O�D�F�T���N�B�Z���C�F���M�F�T�T���M�J�L�F�M�Z���U�P���I�F�M�Q���M�P�X��
�J�O�D�P�N�F���I�P�V�T�F�I�P�M�E�T��

Considerations
�r	�$�P�V�Q�M�J�O�H���X�B�U�F�S���F�G� �D�J�F�O�D�Z���Q�S�P�H�S�B�N�T��

�X�J�U�I���J�O�D�S�F�B�T�J�O�H���C�M�P�D�L���Q�S�J�D�J�O�H���D�B�O���C�F��
�W�F�S�Z���F�G�G�F�D�U�J�W�F��

�r	�1�S�P�H�S�B�N�T���D�B�O���C�F���E�F�T�J�H�O�F�E���B�O�E��
�T�U�S�V�D�U�V�S�F�E���J�O���O�V�N�F�S�P�V�T���X�B�Z�T�
���G�S�P�N��
�S�F�C�B�U�F�T���U�P���T�F�S�W�J�D�F���D�P�O�U�S�B�D�U�T���X�J�U�I���M�P�D�B�M��
�Q�S�P�W�J�E�F�S�T����

�r	�-�P�X���J�O�D�P�N�F���D�V�T�U�P�N�F�S�T���B�S�F���N�P�S�F���M�J�L�F�M�Z��
�U�P���U�B�L�F���B�E�W�B�O�U�B�H�F���P�G���Q�S�P�H�S�B�N�T���U�I�B�U��
�Q�S�P�W�J�E�F���J�O���I�P�V�T�F���T�F�S�W�J�D�F�T���B�T���P�Q�Q�P�T�F�E��
�U�P���Q�S�P�H�S�B�N�T���U�I�B�U���S�F�R�V�J�S�F���U�I�F�N���U�P���C�V�Z��
�U�I�F�J�S���P�X�O���F�R�V�J�Q�N�F�O�U���P�S���T�F�S�W�J�D�F�T��
�	�8�3�'�����������
��

Aurora, Colorado
�5�I�F���N�V�O�J�D�J�Q�B�M���E�S�J�O�L�J�O�H���X�B�U�F�S�
���X�B�T�U�F�X�B�U�F�S�
��

�B�O�E���T�U�P�S�N�X�B�U�F�S���V�U�J�M�J�U�Z���G�P�S���U�I�F��city of Aurora�
��

�I�B�T���B���-�P�X���*�O�D�P�N�F���8�B�U�F�S���&�G��D�J�F�O�D�Z���1�S�P�H�S�B�N��

�	�-�*�8�&�1�
���X�I�F�S�F���J�U���S�F�Q�M�B�D�F�T���P�M�E���Q�M�V�N�C�J�Og ��Y�U�V�S�F�T��

�X�J�U�I���O�F�X���X�B�U�F�S���F�G��D�J�F�O�U���P�O�F�T�����&�B�D�I���F�M�J�H�J�C�M�F��

�I�P�V�T�F�I�P�M�E���D�B�O���S�F�D�F�J�W�F���V�Q���U�P���U�X�P���U�P�J�M�F�U�T�
��

�U�X�P���T�I�P�X�F�S�I�F�B�E�T�
���B�O�E���U�I�S�F�F���G�B�V�D�F�U��

�B�F�S�B�U�P�S�T�����5�I�F�Te ��Y�U�V�S�F�T���B�S�F���S�F�Q�M�B�D�F�E���C�Z��

�U�I�F���.�J�M�F���)�J�H�I���:�P�V�U�I���$�P�S�Q�T�
���X�I�P���Q�B�S�U�O�F�S�T��

�X�J�U�I���U�I�F���V�U�J�M�J�U�Z���U�P���Q�F�S�G�P�S�N���U�I�F���X�P�S�L���J�O��

�S�F�T�J�E�F�O�D�F�T�����)�P�V�T�F�I�P�M�E�T���N�V�T�U���N�F�F�U���U�I�F��

�J�O�D�P�N�F���H�V�J�E�F�M�J�O�F�T���U�P���R�V�B�M�J�G�Z�����)�P�V�T�F�I�P�M�E�T��

�U�I�B�U���B�S�F���R�V�B�M�J��F�E���U�P���S�F�D�F�J�W�F���M�P�X���J�O�D�P�N�F��

�C�F�O�F��U�T���G�P�S���F�M�F�D�U�S�J�D�J�U�Z���B�S�F���B�V�U�P�N�B�U�J�D�B�M�M�Z��

�R�V�B�M�J��F�E���G�P�S���U�I�F���-�*�8�&�1����

Income Guidelines
Number in Household 60% of Median Income

1 $33,550
2 $38,350
3 $43,150
4 $47,950
5 $51,800
6 $55,600
7 $59,450
8 $63,250

Portland, Maine
�5�I�F��Portland Water District���I�B�T���B���Q�S�P�H�S�B�N���G�P�S���M�P�X���J�O�D�P�N�F���D�V�T�U�P�N�F�S�T��

�X�I�F�S�F���J�U���Q�S�P�W�J�E�Fs ��O�B�O�D�J�B�M���B�T�T�J�T�U�B�O�D�F���U�P���J�N�Q�S�P�W�F���X�B�U�F�S���F�G��D�J�F�O�D�Z���B�O�E��

�M�P�X�F�S���X�B�U�F�S���C�J�M�M�T�����5�I�F���V�U�J�M�J�U�Z���I�B�T���U�F�B�N�F�E���X�J�U�I���5�I�F���0�Q�Q�P�S�U�V�O�J�U�Z���"�M�M�J�B�O�D�F��

�	�5�0�"�
���U�P���B�E�N�J�O�J�T�U�F�S���U�I�F���)�P�N�F���1�M�V�N�C�J�O�H���"�T�T�J�T�U�B�O�D�F���1�S�P�H�S�B�N�
���X�I�J�D�I��

�S�F�Q�B�J�S�T�
���S�F�Q�M�B�D�F�T�
���B�O�E���J�O�T�U�B�M�M�T���Q�M�V�N�C�J�Og ��Y�U�V�S�F�T���B�O�E���X�B�U�F�S���T�B�W�J�O�H���E�F�W�J�D�F�T�����/�P�U���P�O�M�Z���X�J�M�M���5�0�"���E�F�U�F�S�N�J�O�F���D�V�T�U�P�N�F�S��

�F�M�J�H�J�C�J�M�J�U�Z���B�O�E���D�P�O�E�V�D�U���U�I�F���I�P�N�F���B�V�E�J�U�
���J�U���X�J�M�M���B�M�T�P���E�F�W�F�M�P�Q���B���S�F�N�F�E�J�B�U�J�P�O���Q�M�B�O�
���T�V�C�D�P�O�U�S�B�D�U���B�M�M���X�P�S�L���U�P���C�F��

�D�P�N�Q�M�F�U�F�E�
���B�O�E���D�P�O�E�V�D�U���B�O���J�O�T�Q�F�D�U�J�P�O���B�G�U�F�S���U�I�F���X�P�S�L���J�T���E�P�O�F�����5�I�F���J�U�F�N�T���F�M�J�H�J�C�M�F���V�O�E�F�S���U�I�F���Q�S�P�H�S�B�N���J�O�D�M�V�E�F��

�M�F�B�L�J�O�H���P�S���C�S�P�L�F�O���X�B�U�F�S���Q�J�Q�F�T�
���U�P�J�M�F�U�T�
���I�P�U���X�B�U�F�S���U�B�O�L�T�
���L�J�U�D�I�F�O���B�O�E���C�B�U�I�U�V�C���G�B�V�D�F�U�T�
���T�I�P�X�F�S���I�F�B�E�T�
���U�P�J�M�F�U���E�B�N�T�
��

�M�P�X����P�X���E�F�W�J�D�F�T�
���B�O�E���P�V�U�T�J�E�F���G�B�V�D�F�U�T��
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California Water Service Helps Customers in  
Communities Statewide

�$�B�M�J�G�P�S�O�J�B���8�B�U�F�S���4�F�S�W�J�D�F���$�P�N�Q�B�O�Z���	�$�B�M���8�B�U�F�S�
���J�T���B�O���J�O�W�F�T�U�P�S���P�X�O�F�E���D�P�N�Q�B�O�Z���T�F�S�W�J�O�H��

�������
���������D�V�T�U�P�N�F�S�T���J�O���������T�F�S�W�J�D�F���B�S�F�B�T���F�O�D�P�N�Q�B�T�T�J�O�H���N�P�S�F���U�I�B�O�����������D�P�N�N�V�O�J�U�J�F�T��

�B�D�S�P�T�T���$�B�M�J�G�P�S�O�J�B�����'�P�V�O�E�F�E���J�O�����������
���$�B�M���8�B�U�F�S���J�T���P�O�F���P�G���U�I�F���M�B�S�H�F�T�U���Q�S�J�W�B�U�F���X�B�U�F�S��

�D�P�N�Q�B�O�J�F�T���J�O���U�I�F���D�P�V�O�U�S�Z�����5�I�P�V�H�I���O�P�U���B�M�M���P�G���$�B�M���8�B�U�F�S���T���E�S�J�O�L�J�O�H���X�B�U�F�S���T�Z�T�U�F�N�T���B�S�F��

�Q�I�Z�T�J�D�B�M�M�Z���D�M�P�T�F���U�P���P�O�F���B�O�P�U�I�F�S�
���U�I�F�Z���B�M�M���T�I�B�S�F���B���T�J�N�J�M�B�S�M�Z���E�F�T�J�H�O�F�E���$�"�1�
���S�F�H�B�S�E�M�F�T�T���P�G��

�U�I�F���T�J�[�F���P�G���U�I�F�J�S���D�V�T�U�P�N�F�S���C�B�T�F��

�"�T���B�O���J�O�W�F�T�U�P�S���P�X�O�F�E���V�U�J�M�J�U�Z�
���$�B�M���8�B�U�F�S���J�T���S�F�H�V�M�B�U�F�E���C�Z���U�I�F���$�B�M�J�G�P�S�O�J�B���1�V�C�M�J�D���6�U�J�M�J�U�J�F�T���$�P�N�N�J�T�T�J�P�O���	�1�6�$�
�����&�W�F�S�Z������

�Z�F�B�S�T�
���U�I�F���$�B�M�J�G�P�S�O�J�B���1�6�$���F�W�B�M�V�B�U�F�T���U�I�F���S�B�U�F�T���$�B�M���8�B�U�F�S���D�I�B�S�H�F�T���J�U�T���D�V�T�U�P�N�F�S�T�����"�M�U�I�P�V�H�I���U�I�F���B�V�U�I�P�S�J�[�F�E���S�F�W�F�O�V�F�T��

�G�P�S���Q�S�J�W�B�U�F���V�U�J�M�J�U�J�F�T���B�S�F���D�P�T�U���C�B�T�F�E�
���U�I�F���1�6�$���I�B�T���B�M�T�P���B�Q�Q�S�P�W�F�E���$�"�1�T���	�E�J�T�D�P�V�O�U�F�E���S�B�U�F�T�
���B�O�E���S�B�U�F���T�U�S�V�D�U�V�S�F�T��

�E�F�T�J�H�O�F�E���U�P���J�O� �V�F�O�D�F���D�V�T�U�P�N�F�S���C�F�I�B�W�J�P�S�
���T�V�D�I���B�T���D�P�O�T�F�S�W�B�U�J�P�O�����*�O���D�P�O�U�S�B�T�U�
���H�P�W�F�S�O�N�F�O�U���P�X�O�F�E���Q�V�C�M�J�D���V�U�J�M�J�U�J�F�T��

�B�S�F���T�V�C�K�F�D�U���U�P���"�S�U�J�D�M�F���9�*�*�*���$���B�O�E���%���P�G���U�I�F���$�B�M�J�G�P�S�O�J�B���$�P�O�T�U�J�U�V�U�J�P�O���	�1�S�P�Q�P�T�J�U�J�P�O�����������B�Q�Q�S�P�W�F�E���C�Z���U�I�F���W�P�U�F�S�T�
�����"�T��

�J�O�U�F�S�Q�S�F�U�F�E���C�Z���U�I�F���D�P�V�S�U�T�
���1�S�P�Q�P�T�J�U�J�P�O�����������S�F�R�V�J�S�F�T���U�I�B�U���B�M�M���H�P�W�F�S�O�N�F�O�U���P�X�O�F�E���Q�V�C�M�J�D���V�U�J�M�J�U�Z���S�B�U�F�T���C�F���C�B�T�F�E���P�O���U�I�F��

�D�P�T�U���P�G���T�F�S�W�J�D�F�����5�I�J�T���Q�S�F�D�M�V�E�F�T���D�S�P�T�T���T�V�C�T�J�E�J�F�T���X�J�U�I�J�O���B�O�E���B�N�P�O�H���D�V�T�U�P�N�F�S���D�M�B�T�T�F�T�
���J�O�D�M�V�E�J�O�H���$�"�1�T��

Low Income Rate Assistance Program
�5�I�F���$�B�M�J�G�P�S�O�J�B���1�6�$���I�B�T���F�O�D�P�V�S�B�H�F�E���$�B�M���8�B�U�F�S���T���F�G�G�P�S�U�T���U�P���V�T�F���$�"�1�T���U�P���I�F�M�Q���D�V�T�U�P�N�F�S�T���J�O���O�F�F�E�����*�O���G�B�D�U�
���$�B�M��

�8�B�U�F�S���X�B�T���U�Ie ��S�T�U���X�B�U�F�S���V�U�J�M�J�U�Z���J�O���$�B�M�J�G�P�S�O�J�B���U�P���Q�S�P�Q�P�T�F���B���$�"�1���J�O���������������.�P�E�F�M�F�E���B�G�U�F�S���B���T�J�N�J�M�B�S���Q�S�P�H�S�B�N��

�P�G�G�F�S�F�E���C�Z���F�M�F�D�U�S�J�D���V�U�J�M�J�U�J�F�T�
���U�I�F���-�P�X���*�O�D�P�N�F���3�B�U�F���"�T�T�J�T�U�B�O�D�F���	�-�*�3�"�
���1�S�P�H�S�B�N���Q�S�P�W�J�E�F�T���B���D�P�O�T�J�T�U�F�O�U���C�F�O�F��U���U�P��

�B�M�M���F�M�J�H�J�C�M�F���D�V�T�U�P�N�F�S�T���J�O���B�M�M���U�I�F�J�S���D�P�N�N�V�O�J�U�J�F�T�����5�I�F���S�B�U�F�T�
���C�P�U�I���U�Ie ��Y�F�E���Q�P�S�U�J�P�O���B�O�E���U�I�F���W�P�M�V�N�F�U�S�J�D���D�I�B�S�H�F�T�
��

�E�J�G�G�F�S���B�D�S�P�T�T���J�U�T���D�P�N�N�V�O�J�U�J�F�T�
���T�P���$�B�M���8�B�U�F�S���P�G�G�F�S�T���B���C�J�M�M���E�J�T�D�P�V�O�U���U�I�B�U���J�T���B���D�P�O�T�U�B�O�U���������Q�F�S�D�F�O�U���P�G���U�Ie ��Y�F�E��

�N�P�O�U�I�M�Z���T�F�S�W�J�D�F���D�I�B�S�H�F�����5�I�F���E�J�T�D�P�V�O�U���J�T���D�P�W�F�S�F�E���C�Z���B�E�E�J�O�H���B���T�V�S�D�I�B�S�H�F���U�P���B�M�M���D�V�T�U�P�N�F�S�T�����C�J�M�M�T����

�"�Q�Q�S�P�Y�J�N�B�U�F�M�Z���������Q�F�S�D�F�O�U���P�G���$�B�M���8�B�U�F�S���T���D�V�T�U�P�N�F�S�T���B�S�F���F�M�J�H�J�C�M�F���G�P�S���B�O�E���S�F�D�F�J�W�F���B�T�T�J�T�U�B�O�D�F���V�O�E�F�S���-�*�3�"�����"�O�Z��

�I�P�V�T�F�I�P�M�E���U�I�B�U���R�V�B�M�J��F�T���G�P�S���B�T�T�J�T�U�B�O�D�F���G�S�P�N���U�I�F���F�M�F�D�U�S�J�D���V�U�J�M�J�U�Z���J�T���B�V�U�P�N�B�U�J�D�B�M�M�Z���F�O�S�P�M�M�F�E���J�O���-�*�3�"�����$�B�M���8�B�U�F�S��

�B�O�E���M�P�D�B�M���F�O�F�S�H�Z���D�P�N�Q�B�O�J�F�T���B�O�O�V�B�M�M�Z���F�Y�D�I�B�O�H�F���E�B�U�B���P�O���F�M�J�H�J�C�M�F���I�P�V�T�F�I�P�M�E�T���U�P���F�O�T�V�S�F���U�I�B�U���B�M�M���R�V�B�M�J��F�E��

�D�V�T�U�P�N�F�S�T���H�F�U���B�T�T�J�T�U�B�O�D�F�����#�Z���D�P�M�M�B�C�P�S�B�U�J�O�H���P�O���F�G�G�P�S�U�T���U�P���R�V�B�M�J�G�Z���D�V�T�U�P�N�F�S�T���C�B�T�F�E���P�O���J�O�D�P�N�F���H�V�J�E�F�M�J�O�F�T�
��

�$�B�M���8�B�U�F�S���T�B�W�F�T���P�O���U�I�F���F�G�G�P�S�U�T���U�P���R�V�B�M�J�G�Z���D�V�T�U�P�N�F�S�T���C�B�T�F�E���P�O���J�O�D�P�N�F���H�V�J�E�F�M�J�O�F�T�
���$�B�M���8�B�U�F�S���T�B�W�F�T���P�O��

“In today’s age of water availability…
especially in the West…utilities are selling 

less of their product, so rates are going 
up, and utilities need to offer low-income 

customers something.” 
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�U�I�F���B�E�N�J�O�J�T�U�S�B�U�J�W�F���C�V�S�E�F�O��

�P�G���S�V�O�O�J�O�H���U�I�F���Q�S�P�H�S�B�N����

�5�I�F���D�P�P�S�E�J�O�B�U�J�P�O���S�F�R�V�J�S�F�T��

�U�I�F���V�Q�G�S�P�O�U���J�O�W�F�T�U�N�F�O�U���P�G��

�J�O�G�P�S�N�B�U�J�P�O���U�F�D�I�O�P�M�P�H�Z���X�P�S�L��

�U�P���B�M�M�P�X���V�U�J�M�J�U�J�F�T���U�P���F�Y�D�I�B�O�H�F��

�J�O�G�P�S�N�B�U�J�P�O�����I�P�X�F�W�F�S�
���P�O�D�F��

�F�T�U�B�C�M�J�T�I�F�E�
���U�I�F���D�P�P�S�E�J�O�B�U�J�P�O��

�N�B�L�F�T���B�E�N�J�O�J�T�U�F�S�J�O�H���U�I�F��

�Q�S�P�H�S�B�N���F�B�T�J�F�S���B�O�E���F�O�T�V�S�F�T��

�U�I�F���Q�S�P�H�S�B�N���T���N�B�Y�J�N�V�N���S�F�B�D�I����

Bathroom Fixture 
Replacement Program

�*�O���N�P�T�U���P�G���J�U�T���M�B�S�H�F�S��

�D�P�N�N�V�O�J�U�J�F�T���$�B�M���8�B�U�F�S���P�G�G�F�S�T���B���#�B�U�I�S�P�P�N���'�J�Y�U�V�S�F���3�F�Q�M�B�D�F�N�F�O�U���1�S�P�H�S�B�N���U�P���T�J�O�H�M�F���G�B�N�J�M�Z���I�P�V�T�F�I�P�M�E��

�D�V�T�U�P�N�F�S�T���X�I�P���S�F�D�F�J�W�F���-�*�3�"���	�T�F�F���C�P�Y���G�P�S���M�J�T�U���P�G���Q�B�S�U�J�D�J�Q�B�U�J�O�H���D�P�N�N�V�O�J�U�J�F�T�
�����*�O���U�I�J�T���Q�S�P�H�S�B�N�
���U�I�F���V�U�J�M�J�U�Z��

�Q�B�Z�T���G�P�S���U�I�F���N�B�U�F�S�J�B�M�T���B�O�E���M�B�C�P�S���U�P���S�F�Q�M�B�D�F���B���U�P�J�M�F�U�
���G�B�V�D�F�U�
���B�O�E���T�I�P�X�F�S�I�F�B�E���X�J�U�I���O�P���M�J�N�J�U���P�O���U�I�F���O�V�N�C�F�S��

�P�G���C�B�U�I�S�P�P�N�T���Q�F�S���I�P�V�T�F�I�P�M�E�����*�O�����������
���B�C�P�V�U�����
���������P�V�U���P�G���������
���������F�M�J�H�J�C�M�F���D�V�T�U�P�N�F�S�T���Q�B�S�U�J�D�J�Q�B�U�F�E���J�O���U�I�F��

��Y�U�V�S�F���S�F�Q�M�B�D�F�N�F�O�U���Q�S�P�H�S�B�N��

�$�B�M���8�B�U�F�S���J�T���I�B�Q�Q�Z���X�J�U�I���U�I�F���-�*�3�"���Q�S�P�H�S�B�N���B�O�E���I�P�X���J�U���T���I�F�M�Q�J�O�H���D�V�T�U�P�N�F�S�T�����*�O���B�E�E�J�U�J�P�O���U�P���U�I�F���D�P�P�S�E�J�O�B�U�J�P�O���F�G�G�P�S�U�T��

�X�J�U�I���F�M�F�D�U�S�J�D���D�P�N�Q�B�O�J�F�T�
���$�B�M���8�B�U�F�S���B�M�T�P���X�P�S�L�T���X�J�U�I���D�P�N�N�V�O�J�U�Z���C�B�T�F�E���P�S�H�B�O�J�[�B�U�J�P�O�T���U�P���D�P�O�E�V�D�U���P�V�U�S�F�B�D�I���U�P��

�F�O�T�V�S�F���F�M�J�H�J�C�M�F���D�V�T�U�P�N�F�S�T���L�O�P�X���B�C�P�V�U���U�I�F���Q�S�P�H�S�B�N�����$�B�M���8�B�U�F�S���I�B�T���G�P�V�O�E��

�U�I�F���#�B�U�I�S�P�P�N���'�J�Y�U�V�S�F���3�F�Q�M�B�D�F�N�F�O�U���1�S�P�H�S�B�N���U�P���C�F���W�F�S�Z���J�N�Q�P�S�U�B�O�U���C�F�D�B�V�T�F��

�S�F�C�B�U�F���P�O�M�Z���Q�S�P�H�S�B�N�T���H�F�O�F�S�B�M�M�Z���B�S�F�O���U���F�G�G�F�D�U�J�W�F���J�O���S�F�B�D�I�J�O�H���M�P�X���J�O�D�P�N�F��

�I�P�V�T�F�I�P�M�E�T���E�V�F���U�P���U�I�F���D�P�T�U���C�V�S�E�F�O���P�G���J�O�J�U�J�B�M�M�Z���Q�V�S�D�I�B�T�J�O�H���U�I�F���X�B�U�F�S���T�B�W�J�O�H��

��Y�U�V�S�F�T�����5�I�F���D�P�N�Q�B�O�Z���J�T���Q�S�P�V�E���U�P���P�G�G�F�S���-�*�3�"���J�O���B�M�M���J�U�T���D�P�N�N�V�O�J�U�J�F�T�����T�P�N�F��

�P�G���U�I�F�T�F���D�P�N�N�V�O�J�U�J�F�T���m���F�T�Q�F�D�J�B�M�M�Z���U�I�F���T�N�B�M�M���P�O�F�T���m���X�P�V�M�E���O�P�U���I�B�W�F���$�"�1�T��

�J�G���U�I�F�Z���X�F�S�F���J�O�E�F�Q�F�O�E�F�O�U�
���H�P�W�F�S�O�N�F�O�U���P�X�O�F�E���X�B�U�F�S���T�Z�T�U�F�N�T�����1�P�P�M�J�O�H��

�S�F�T�P�V�S�D�F�T���U�P���E�F�T�J�H�O���B�O�E���N�B�O�B�H�F���U�I�F���Q�S�P�H�S�B�N���P�G�G�F�S�T���B���T�J�H�O�J��D�B�O�U���D�P�T�U��

�T�B�W�J�O�H�T���B�E�W�B�O�U�B�H�F�����Q�M�V�T�
���U�I�F���D�P�T�U���S�F�D�P�W�F�S�Z���D�B�O���C�F���T�Q�S�F�B�E���P�W�F�S���B���N�V�D�I��

�M�B�S�H�F�S���D�V�T�U�P�N�F�S���C�B�T�F��

For more information, contact Stan Ferraro  
at 408-367-8225 or sferraro@calwater.com. 

Cal Water Communities

Medium/Large Systems
(Serving 10,000+ people each)

Small Systems** 
(Serving < 10,000  

people each)

�#�B�L�F�S�T� �F�M�E �)�F�S�N�P�T�B���3�F�E�P�O�E�P���4�B�M�J�O�B�T �"�O�U�F�M�P�Q�F���7�B�M�M�F�Z

�#�B�Z�T�I�P�S�F�� �,�J�O�H���$�J�U�Z �4�F�M�N�B �%�J�Y�P�O

�#�F�B�S���(�V�M�D�I���-�J�W�F�S�N�P�S�F�� �4�U�P�D�L�U�P�O���,�F�S�O���3�J�W�F�S���7�B�M�M�F�Z

�$�I�J�D�P �-�P�T���"�M�U�P�T�� �7�J�T�B�M�J�B�� �0�S�P�W�J�M�M�F

�%�P�N�J�O�H�V�F�[�� �.�B�S�Z�T�W�J�M�M�F �8�F�T�U�M�B�L�F���3�F�E�X�P�P�E���7�B�M�M�F�Z

�&�����-�P�T���"�O�H�F�M�F�T���1�B�M�P�T���7�F�S�E�F�T�� �8�J�M�M�P�X�T

*Offers the Bathroom Fixture Replacement Program to LIRA recipients. 
** Small system summary information is not included in this report.
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Northeast Ohio Regional Sewer District Offers Various 
Customer Assistance Programs

�5�I�F��Northeast Ohio Regional Sewer District (NEORSD)���Q�S�P�W�J�E�F�T��

�X�B�T�U�F�X�B�U�F�S���T�F�S�W�J�D�F�T���B�D�S�P�T�T�����������T�R�V�B�S�F���N�J�M�F�T���P�G���U�I�F���H�S�F�B�U�F�S���$�M�F�W�F�M�B�O�E��

�B�S�F�B�
���J�O�D�M�V�E�J�O�H���U�I�F���D�J�U�Z���P�G���$�M�F�W�F�M�B�O�E���B�O�E���B�M�M���P�S���Q�P�S�U�J�P�O�T���P�G���������P�U�I�F�S��

�N�V�O�J�D�J�Q�B�M�J�U�J�F�T�����$�S�F�B�U�F�E���C�Z���B���D�P�V�S�U���P�S�E�F�S���J�O�����������
���U�I�F���V�U�J�M�J�U�Z���U�S�F�B�U�T���N�P�S�F��

�U�I�B�O���������C�J�M�M�J�P�O���H�B�M�M�P�O�T���P�G���X�B�U�F�S���F�B�D�I���Z�F�B�S���G�P�S���B�Q�Q�S�P�Y�J�N�B�U�F�M�Z�������N�J�M�M�J�P�O���Q�F�P�Q�M�F���U�I�S�P�V�H�I���B�C�P�V�U���������
���������B�D�D�P�V�O�U�T�����&�W�F�S�Z��

�Z�F�B�S�
���/�&�0�3�4�%���D�P�M�M�F�D�U�T�������������N�J�M�M�J�P�O���J�O���S�F�W�F�O�V�F���U�I�S�P�V�H�I���V�T�F�S���G�F�F�T�
���I�B�T���P�Q�F�S�B�U�J�O�H���F�Y�Q�F�O�T�F�T���P�G�������������N�J�M�M�J�P�O�
���B�O�E��

�J�O�W�F�T�U�T�������������N�J�M�M�J�P�O���B�O�O�V�B�M�M�Z���J�O�U�P���J�O�G�S�B�T�U�S�V�D�U�V�S�F�����/�&�0�3�4�%���J�T���D�P�O�T�J�E�F�S�J�O�H���J�O�O�P�W�B�U�J�We ��O�B�O�D�J�O�H���N�F�D�I�B�O�J�T�N�T���C�F�D�B�V�T�F��

�P�G���J�U�T���O�F�F�E���Uo ��Y���B�H�J�O�H���B�O�E���P�V�U�E�B�U�F�E���J�O�G�S�B�T�U�S�V�D�U�V�S�F�
���B�T���X�F�M�M���B�T���U�I�F���B�O�U�J�D�J�Q�B�U�F�E���O�F�F�E���U�P���J�O�D�S�F�B�T�F���J�U�T���D�B�Q�J�U�B�M���C�V�E�H�F�U��

�X�J�U�I�J�O���U�I�F���O�F�Y�U���������Z�F�B�S�T���U�P���D�P�N�Q�M�Z���X�J�U�I���B���N�B�O�E�B�U�F���U�P���S�F�E�V�D�F���D�P�N�C�J�O�F�E���T�F�X�F�S���P�W�F�S��P�X�T���	�$�4�0�T�
���C�Z���D�B�Q�U�V�S�J�O�H��������

�Q�F�S�D�F�O�U���P�G���B�M�M���X�B�T�U�F�X�B�U�F�S���F�O�U�F�S�J�O�H���U�I�F���D�P�N�C�J�O�F�E���T�F�X�F�S���T�Z�T�U�F�N����

�5�I�F���B�W�F�S�B�H�F���S�F�T�J�E�F�O�U�J�B�M���D�V�T�U�P�N�F�S���D�V�S�S�F�O�U�M�Z���Q�B�Zs a ��Y�F�E���G�F�F���P�G���������������Q�F�S���R�V�B�S�U�F�S�
���B�O�E�����������������P�S�����������������Q�F�S���U�I�P�V�T�B�O�E��

�D�V�C�J�D���G�F�F�U���J�O���W�P�M�V�N�F���C�B�T�F�E���D�I�B�S�H�F�T�����#�F�D�B�V�T�F���B���M�B�S�H�F���T�F�H�N�F�O�U���P�G���U�I�F���T�F�S�W�J�D�F���Q�P�Q�V�M�B�U�J�P�O���J�T���F�J�U�I�F�S���M�P�X���J�O�D�P�N�F�
���F�M�E�F�S�M�Z�
���P�S��

�C�P�U�I�
���/�&�0�3�4�%���J�T���J�N�Q�M�F�N�F�O�U�J�O�H���U�I�S�F�F���$�"�1�T���U�P���I�F�M�Q���D�V�T�U�P�N�F�S�T���X�I�P����

�O�F�F�E���J�U�� “How can we expand 
our program to reach 

more people?”
�*�O���B�E�E�J�U�J�P�O���U�P���F�Y�Q�B�O�E�J�O�H���J�U�T���Q�P�S�U�G�P�M�J�P���P�G���B�G�G�P�S�E�B�C�J�M�J�U�Z���Q�S�P�H�S�B�N���P�G�G�F�S�J�O�H�T�
��

�/�&�0�3�4�%���F�M�J�N�J�O�B�U�F�E���B���N�J�O�J�N�V�N���V�T�B�H�F���D�I�B�S�H�F���B�O�E���J�O�D�P�S�Q�P�S�B�U�F�E���B���T�N�B�M�M�F�S��

� �Y�F�E���G�F�F�����/�&�0�3�4�%���P�G�G�F�S�T���U�I�S�F�F���$�"�1�T�
���B�O�E���B�Q�Q�S�P�Y�J�N�B�U�F�M�Z�������
���������F�M�J�H�J�C�M�F��

�I�P�V�T�F�I�P�M�E�T���C�F�O�F� �U���G�S�P�N���B�U���M�F�B�T�U���P�O�F���P�G���U�I�F�N�����/�&�0�3�4�%���D�P�O�T�J�E�F�S�T���U�I�F��

�D�P�T�U�T���S�F�B�T�P�O�B�C�M�F�������������
���������B�O�O�V�B�M�M�Z���U�P���B�E�N�J�O�J�T�U�F�S���U�I�F���Q�S�P�H�S�B�N�
���B�O�E���B�Q�Q�S�P�Y�J�N�B�U�F�M�Z�������������N�J�M�M�J�P�O���J�O���M�P�T�U���S�F�W�F�O�V�F��

�	���������Q�F�S�D�F�O�U���P�G���J�U�T���P�Q�F�S�B�U�J�O�H���C�V�E�H�F�U�
�
���X�I�J�D�I���J�T���M�F�T�T���U�I�B�O���U�I�F�������Q�F�S�D�F�O�U���S�F�W�F�O�V�F���M�P�T�T���U�I�B�U���I�B�E���C�F�F�O���Q�S�P�K�F�D�U�F�E��

�5�P���I�F�M�Q���B�E�N�J�O�J�T�U�F�S���T�P�N�F���P�G���U�I�F���Q�S�P�H�S�B�N�T�
���/�&�0�3�4�%���Q�B�S�U�O�F�S�T���X�J�U�I���U�I�F���$�M�F�W�F�M�B�O�E���)�P�V�T�J�O�H���/�F�U�X�P�S�L���C�F�D�B�V�T�F���P�G���J�U�T��

�F�Y�Q�F�S�J�F�O�D�F���B�O�E���F�Y�U�F�O�T�J�W�F���S�F�B�D�I�
���B�T���X�F�M�M���B�T���J�U�T���i�P�O�F���T�U�P�Q���T�I�P�Q�u���U�I�B�U���B�M�M�P�X�T���D�V�T�U�P�N�F�S�T���U�P���U�B�L�F���B�E�W�B�O�U�B�H�F���P�G���B�M�M��

�V�U�J�M�J�U�J�F�T�����B�G�G�P�S�E�B�C�J�M�J�U�Z���Q�S�P�H�S�B�N�T�����5�I�F���/�F�U�X�P�S�L���S�V�O�T���U�I�F���Q�S�P�H�S�B�N�T�
���B�O�E���U�I�F���V�U�J�M�J�U�Z���J�T���D�I�B�S�H�F�E���B�Q�Q�S�P�Y�J�N�B�U�F�M�Z�����������
��������

�B�O�O�V�B�M�M�Z���G�P�S���U�I�F���B�E�N�J�O�J�T�U�S�B�U�J�W�F���T�F�S�W�J�D�F�T�����*�O���B�E�E�J�U�J�P�O�
���/�&�0�3�4�%���I�B�T���D�M�P�T�F�M�Z���D�P�P�S�E�J�O�B�U�F�E���X�J�U�I���$�M�F�W�F�M�B�O�E���8�B�U�F�S���	�U�I�F��

�E�S�J�O�L�J�O�H���X�B�U�F�S���V�U�J�M�J�U�Z�
�
���X�I�J�D�I���I�B�O�E�M�F�T���B�M�N�P�T�U���B�M�M���C�J�M�M�J�O�H���S�F�T�Q�P�O�T�J�C�J�M�J�U�J�F�T���G�P�S���/�&�0�3�4�%��

Homestead Rate Program
�/�&�0�3�4�%���T���)�P�N�F�T�U�F�B�E���3�B�U�F���1�S�P�H�S�B�N���J�T���B�W�B�J�M�B�C�M�F���U�P���D�V�T�U�P�N�F�S�T���B�H�F���������P�S���P�M�E�F�S�
���P�S���U�P���B�O�Z�P�O�F��

�V�O�E�F�S���������X�I�P���J�T���Q�F�S�N�B�O�F�O�U�M�Z���B�O�E���U�P�U�B�M�M�Z���E�J�T�B�C�M�F�E�����5�P���C�F���F�M�J�H�J�C�M�F�
���B�O���B�Q�Q�M�J�D�B�O�U���T���U�P�U�B�M��

�I�P�V�T�F�I�P�M�E���J�O�D�P�N�F���N�V�T�U���O�P�U���F�Y�D�F�F�E���������
���������	�F�G�G�F�D�U�J�W�F���+�B�O�V�B�S�Z�����
�����������
����

�"�Q�Q�M�J�D�B�O�U�T���N�V�T�U���B�M�T�P���P�X�O���U�I�F���Q�S�P�Q�F�S�U�Z���J�O���X�I�J�D�I���U�I�F�Z���M�J�W�F�
���B�O�E���U�I�F���Q�S�P�Q�F�S�U�Z��

�N�V�T�U���C�F���X�J�U�I�J�O���U�I�F���/�&�0�3�4�%���T���T�F�S�W�J�D�F���B�S�F�B�����5�I�F���S�B�U�F���E�J�T�D�P�V�O�U�
���X�I�J�D�I��

�I�B�E���C�F�F�O���������Q�F�S�D�F�O�U�
���X�B�T���S�F�D�F�O�U�M�Z���S�B�J�T�F�E���U�P���������Q�F�S�D�F�O�U���	�B�Q�Q�S�P�Y�J�N�B�U�F�M�Z��

�����������Q�F�S���Z�F�B�S���G�P�S���U�I�F���B�W�F�S�B�H�F���S�F�D�J�Q�J�F�O�U�
���B�O�E���J�T���H�J�W�F�O���U�P���B�Q�Q�S�P�Y�J�N�B�U�F�M�Z��

�����
���������D�V�T�U�P�N�F�S�T��
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Wastewater Affordability Program
�*�O�������������/�&�0�3�4�%���T�U�B�S�U�F�E���U�I�F���8�B�T�U�F�X�B�U�F�S���"�G�G�P�S�E�B�C�J�M�J�U�Z���1�S�P�H�S�B�N�
���X�I�J�D�I���Q�S�P�W�J�E�F�T���B���S�B�U�F���S�F�E�V�D�U�J�P�O���P�G��������

�Q�F�S�D�F�O�U���G�P�S���I�P�V�T�F�I�P�M�E�T���X�I�P�T�F���J�O�D�P�N�F���J�T���B�U���P�S���C�F�M�P�X�����������Q�F�S�D�F�O�U���P�G���U�I�F���Q�P�W�F�S�U�Z���M�F�W�F�M���	�F���H���
���B���G�B�N�J�M�Z���P�G���G�P�V�S��

�X�J�U�I���B�������������I�P�V�T�F�I�P�M�E���J�O�D�P�N�F���V�O�E�F�S���������
�������
�����5�I�J�T���Q�S�P�H�S�B�N���D�V�S�S�F�O�U�M�Z��

�S�F�B�D�I�F�T���B�Q�Q�S�P�Y�J�N�B�U�F�M�Z�����
���������I�P�V�T�F�I�P�M�E�T�����$�V�T�U�P�N�F�S�T���F�O�S�P�M�M�F�E���J�O��

�/�&�0�3�4�%���T���Q�S�P�H�S�B�N���B�S�F���B�V�U�P�N�B�U�J�D�B�M�M�Z���F�O�S�P�M�M�F�E���J�O���$�M�F�W�F�M�B�O�E���%�J�W�J�T�J�P�O���P�G��

�8�B�U�F�S���T���B�G�G�P�S�E�B�C�J�M�J�U�Z���Q�S�P�H�S�B�N���	�E�S�J�O�L�J�O�H���X�B�U�F�S�
���B�O�E���W�J�D�F���W�F�S�T�B��

Crisis Assistance Program
�/�&�0�3�4�%���M�B�V�O�D�I�F�E���J�U�T���$�S�J�T�J�T���"�T�T�J�T�U�B�O�D�F���1�S�P�H�S�B�N���J�O�������������U�P���B�J�E��

�D�V�T�U�P�N�F�S�T���B�G�G�F�D�U�F�E���C�Z���B�O���F�N�F�S�H�F�O�D�Z���J�O���U�I�F���Q�B�T�U�������N�P�O�U�I�T�
���T�V�D�I���B�T��

�N�B�K�P�S���N�F�E�J�D�B�M���F�Y�Q�F�O�T�F�T���O�P�U���D�P�W�F�S�F�E���C�Z���B�O�Z���P�U�I�F�S���T�P�V�S�D�F�
���B���K�P�C���M�P�T�T�
��

�B���T�F�Q�B�S�B�U�J�P�O���E�J�W�P�S�D�F�
���P�S���E�F�B�U�I���P�G���B���I�P�V�T�F�I�P�M�E���N�F�N�C�F�S�����"�O���F�M�J�H�J�C�M�F��

�I�P�V�T�F�I�P�M�E���N�B�Z���S�F�D�F�J�W�F���B�T�T�J�T�U�B�O�D�F���P�O�D�F���J�O���B���������N�P�O�U�I���Q�F�S�J�P�E���J�O���U�I�F��

�G�P�S�N���P�G���B���������Q�F�S�D�F�O�U���D�S�F�E�J�U���P�G���U�I�F���P�V�U�T�U�B�O�E�J�O�H���T�F�X�F�S���C�B�M�B�O�D�F���	�V�Q���U�P��

���������
�����/�&�0�3�4�%���I�B�T���H�J�W�F�O���B���M�J�U�U�M�F���P�W�F�S�����������
���������Q�F�S���Z�F�B�S���P�O���B�W�F�S�B�H�F��

�J�O���D�S�F�E�J�U�T�����*�O�����������
���U�I�J�T���Q�S�P�H�S�B�N���I�F�M�Q�F�E�����
���������I�P�V�T�F�I�P�M�E�T�
���H�J�W�J�O�H��

�B�Q�Q�S�P�Y�J�N�B�U�F�M�Z�����������
���������U�P�U�B�M���	�N�P�S�F���U�I�B�O���J�U�T���B�O�O�V�B�M���B�W�F�S�B�H�F�
��

�*�O�������������U�I�F���V�U�J�M�J�U�Z���J�T���Q�M�B�O�O�J�O�H���U�P���D�I�B�O�H�F���G�S�P�N���R�V�B�S�U�F�S�M�Z���U�P���N�P�O�U�I�M�Z���C�J�M�M�J�O�H��

�U�P���E�F�D�S�F�B�T�F���U�I�F���B�N�P�V�O�U���Q�B�J�E���G�P�S���F�B�D�I���C�J�M�M�����/�&�0�3�4�%���J�T���B�M�T�P���T�F�F�L�J�O�H��

�P�U�I�F�S���X�B�Z�T���U�P���F�Y�Q�B�O�E���F�Y�J�T�U�J�O�H���Q�S�P�H�S�B�N�T���U�P���S�F�B�D�I���N�P�S�F���D�V�T�U�P�N�F�S�T����

�$�V�S�S�F�O�U�M�Z���/�&�0�3�4�%���J�T���X�P�S�L�J�O�H���X�J�U�I���6���4�����3�F�Q�S�F�T�F�O�U�B�U�J�W�F���.�B�S�D�J�B���'�V�E�H�F��

�U�P���J�O�U�S�P�E�V�D�F���M�F�H�J�T�M�B�U�J�P�O���J�O�J�U�J�B�U�J�O�H���U�I�F���-�P�X���*�O�D�P�N�F���4�F�X�F�S���B�O�E���8�B�U�F�S��

�"�G�G�P�S�E�B�C�J�M�J�U�Z���1�S�P�H�S�B�N�
���X�I�J�D�I���X�P�V�M�E���I�F�M�Q���M�P�X���J�O�D�P�N�F���D�V�T�U�P�N�F�S�T���Q�B�Z��

�X�B�U�F�S���B�O�E���T�F�X�F�S���C�J�M�M�T�����5�I�F���D�P�O�D�F�Q�U���J�T���C�B�T�F�E���P�O���B�O���F�Y�J�T�U�J�O�H���Q�S�P�H�S�B�N���U�I�B�U��

�I�F�M�Q�T���D�V�T�U�P�N�F�S�T���Q�B�Z���G�P�S���I�F�B�U���B�O�E���F�M�F�D�U�S�J�D�J�U�Z�����/�&�0�3�4�%���J�T���B�M�T�P���D�P�O�E�V�D�U�J�O�H���B���T�F�S�J�F�T���P�G���G�P�D�V�T���H�S�P�V�Q���X�P�S�L�T�I�P�Q�T���B�O�E��

�B���T�V�S�W�F�Z���P�O���U�I�F���U�P�Q�J�D���P�G���B�G�G�P�S�E�B�C�J�M�J�U�Z���P�G���X�B�U�F�S���X�B�T�U�F�X�B�U�F�S���T�F�S�W�J�D�F�T���S�F�M�B�U�J�W�F���U�P���B�M�M���P�U�I�F�S���D�B�U�F�H�P�S�J�F�T���P�G���D�P�O�T�V�N�F�S��

�T�Q�F�O�E�J�O�H���J�O���U�I�F���B�S�F�B��

�5�I�F�T�F���Q�S�P�H�S�B�N�T���I�B�W�F���F�O�I�B�O�D�F�E���U�I�F���V�U�J�M�J�U�Z���T���M�P�D�B�M���J�N�B�H�F���B�O�E���D�P�N�N�V�O�J�U�Z���F�O�H�B�H�F�N�F�O�U�����'�P�S���B���S�F�M�B�U�J�W�F�M�Z���T�N�B�M�M��

�J�N�Q�B�D�U���P�O���S�F�W�F�O�V�F�T�
���U�I�F���V�U�J�M�J�U�Z���I�B�T���Q�P�T�J�U�J�W�F�M�Z���B�E�E�S�F�T�T�F�E���F�O�W�J�S�P�O�N�F�O�U�B�M���K�V�T�U�J�D�F���D�P�O�D�F�S�O�T���S�F�M�B�U�F�E���U�P���S�B�U�F���J�O�D�S�F�B�T�F�T��

�G�S�P�N���U�I�F���$�4�0���D�P�O�T�F�O�U���E�F�D�S�F�F�����"�D�D�P�S�E�J�O�H���U�P���$�I�J�F�G���'�J�O�B�O�D�J�B�M���0�G��D�F�S���+�F�O�O�J�G�F�S���%�F�N�N�F�S�M�F�
���U�I�F���L�F�Z���U�P���/�&�0�3�4�%���T��

�T�V�D�D�F�T�T���J�T���G�P�D�V�T�J�O�H���P�O���I�P�X���U�I�F�Z���D�B�O���T�U�S�F�O�H�U�I�F�O���U�I�F���V�U�J�M�J�U�Z���B�O�E���D�P�N�N�V�O�J�U�Z���H�P�J�O�H���G�P�S�X�B�S�E���S�B�U�I�F�S���U�I�B�O���M�P�P�L�J�O�H���C�B�D�L��

“Are we  
reaching everyone 

we can reach?”

For more information, contact Chief Financial Of�cer Jennifer Demmerle  
at DemmerleJ@neorsd.org or visit www.neorsd.org/save.php.
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Orange Water and Sewer Authority Reaches Out 

�5�I�F���0�S�B�O�H�F���8�B�U�F�S���B�O�E���4�F�X�F�S���"�V�U�I�P�S�J�U�Z���	�0�8�"�4�"�
���J�T���B���T�Q�F�D�J�B�M���Q�V�S�Q�P�T�F���V�O�J�U���P�G���M�P�D�B�M���H�P�W�F�S�O�N�F�O�U��

�Q�S�P�W�J�E�J�O�H���E�S�J�O�L�J�O�H���X�B�U�F�S�
���T�F�X�F�S�
���B�O�E���S�F�D�M�B�J�N�F�E���X�B�U�F�S���T�F�S�W�J�D�F�T���U�P���B�Q�Q�S�P�Y�J�N�B�U�F�M�Z�������
���������Q�F�P�Q�M�F��

�U�I�S�P�V�H�I���B�C�P�V�U�������
���������D�V�T�U�P�N�F�S���B�D�D�P�V�O�U�T���J�O���/�P�S�U�I���$�B�S�P�M�J�O�B���T���$�B�S�S�C�P�S�P���$�I�B�Q�F�M���)�J�M�M���D�P�N�N�V�O�J�U�Z�
��

�J�O�D�M�V�E�J�O�H���U�I�F���6�O�J�W�F�S�T�J�U�Z���P�G���/�P�S�U�I���$�B�S�P�M�J�O�B���B�U���$�I�B�Q�F�M���)�J�M�M���J�O���T�P�V�U�I�F�B�T�U�F�S�O���0�S�B�O�H�F���$�P�V�O�U�Z����

�0�8�"�4�"���T���P�Q�F�S�B�U�J�P�O�T���B�S�F���G�V�O�E�F�E���U�I�S�P�V�H�I���U�I�F���G�F�F�T���V�T�F�S�T���Q�B�Z���G�P�S���T�F�S�W�J�D�F����

�4�U�B�U�F���M�B�X���E�P�F�T���O�P�U���F�N�Q�P�X�F�S���0�8�"�4�"���U�P���H�J�W�F���G�S�F�F���P�S���E�J�T�D�P�V�O�U�F�E���T�F�S�W�J�D�F���U�P���D�V�T�U�P�N�F�S�T���C�B�T�F�E���Pn � �O�B�O�D�J�B�M���N�F�B�O�T���P�S��

�O�F�F�E�����*�O���B�D�D�P�S�E�B�O�D�F���X�J�U�I���/�P�S�U�I���$�B�S�P�M�J�O�B���(�F�O�F�S�B�M���4�U�B�U�V�U�F���������"���B�O�E���U�I�F���B�H�S�F�F�N�F�O�U�T���P�G���T�B�M�F���B�O�E���Q�V�S�D�I�B�T�F���V�O�E�F�S��

�X�I�J�D�I���0�8�"�4�"���X�B�T���F�T�U�B�C�M�J�T�I�F�E���J�O�����������
���0�8�"�4�"���J�T���N�B�O�E�B�U�F�E���U�P���T�F�U���J�U�T���S�B�U�F�T���B�O�E���D�I�B�S�H�F�T���C�B�T�F�E���P�O���U�I�F���D�P�T�U���P�G��

�T�F�S�W�J�D�F���Q�S�J�O�D�J�Q�M�F�����5�I�F���V�U�J�M�J�U�Z���T���#�P�O�E���0�S�E�F�S���B�M�T�P���Q�S�P�I�J�C�J�U�T���0�8�"�4�"���G�S�P�N���E�J�T�D�P�V�O�U�J�O�H���T�F�S�W�J�D�F�T���P�S���Q�S�P�W�J�E�J�O�H���U�I�F�N���G�P�S��

�G�S�F�F�����U�I�J�T���Q�S�F�W�F�O�U�T���U�I�F���M�P�T�T���P�G���S�F�W�F�O�V�F�T���F�T�T�F�O�U�J�B�M���U�P���F�O�T�V�S�J�O�H���0�8�"�4�"���T���B�C�J�M�J�U�Z���U�P���Q�B�Z���U�I�F���Q�S�J�O�D�J�Q�B�M���B�O�E���J�O�U�F�S�F�T�U���P�O��

�P�V�U�T�U�B�O�E�J�O�H���S�F�W�F�O�V�F���C�P�O�E�T���	�&�Q�U�J�O�H�����������
���M�F�U�U�F�S�
����

�'�P�S���D�V�T�U�P�N�F�S�T���V�O�B�C�M�F���U�P���Q�B�Z���U�I�F�J�S���C�J�M�M�
���0�8�"�4�"���N�B�Z���B�M�M�P�X���B���D�S�F�E�J�U���F�Y�U�F�O�T�J�P�O���U�I�B�U���Q�S�P�W�J�E�F�T���U�I�F�N���X�J�U�I���N�P�S�F���U�J�N�F����

�$�V�T�U�P�N�F�S�T���D�B�O���B�M�T�P���S�F�D�F�J�We � �O�B�O�D�J�B�M���B�T�T�J�T�U�B�O�D�F���U�I�S�P�V�H�I���0�8�"�4�"���T���$�B�S�F���U�P���4�I�B�S�F���$�"�1�
���X�I�J�D�I���J�T���G�V�O�E�F�E���Q�S�J�N�B�S�J�M�Z��

�U�I�S�P�V�H�I���E�P�O�B�U�J�P�O�T�����0�8�"�4�"���B�M�T�P���S�F�G�F�S�T���J�U�T���D�V�T�U�P�N�F�S�T���J�O���O�F�F�E���U�P���H�P�W�F�S�O�N�F�O�U�B�M���T�P�D�J�B�M���T�F�S�W�J�D�F���B�H�F�O�D�J�F�T���B�O�E��

�D�I�B�S�J�U�B�C�M�F���P�S�H�B�O�J�[�B�U�J�P�O�T���U�I�B�U���I�B�W�F���Q�S�P�W�J�E�F�E���C�J�M�M���Q�B�Z�N�F�O�U���B�T�T�J�T�U�B�O�D�F���J�O���U�I�F���Q�B�T�U�
���B�O�E���Q�B�S�U�O�F�S�T���X�J�U�I���U�I�P�T�F���B�H�F�O�D�J�F�T��

�U�P���J�O�G�P�S�N���D�V�T�U�P�N�F�S�T���I�P�X���U�P���S�F�E�V�D�F���N�P�O�U�I�M�Z���C�J�M�M�T���C�Z���D�P�O�T�F�S�W�J�O�H���X�B�U�F�S��

Care to Share Customer Assistance Program 
�0�8�"�4�"���T���$�B�S�F���U�P���4�I�B�S�F���$�"�1���J�T���G�V�O�E�F�E���C�Z���W�P�M�V�O�U�B�S�Z���E�P�O�B�U�J�P�O�T���B�O�E���B�E�N�J�O�J�T�U�F�S�F�E���C�Z���U�I�F��

�*�O�U�F�S���'�B�J�U�I���$�P�V�O�D�J�M���G�P�S���4�P�D�J�B�M���4�F�S�W�J�D�F���	�*�'�$�
�����$�V�T�U�P�N�F�S�T���O�F�F�E�J�O�H���I�F�M�Q���X�J�U�I���U�I�F�J�S���C�J�M�M���N�V�T�U��

�D�P�O�U�B�D�U���*�'�$���U�P���E�F�U�F�S�N�J�O�F���U�I�F�J�S���F�M�J�H�J�C�J�M�J�U�Z�����0�8�"�4�"���T���D�V�T�U�P�N�F�S�T���E�P�O�B�U�F���N�P�O�F�Z���U�P���G�V�O�E���U�I�F��

�Q�S�P�H�S�B�N���C�Z���B�M�M�P�X�J�O�H���U�I�F�J�S���X�B�U�F�S���B�O�E���T�F�X�F�S���C�J�M�M���U�P���C�F���S�P�V�O�E�F�E���V�Q���U�P���U�I�F���O�F�Y�U���E�P�M�M�B�S�
���P�S���C�Z��

�T�Q�F�D�J�G�Z�J�Og a ��Y�F�E���D�P�O�U�S�J�C�V�U�J�P�O���B�N�P�V�O�U���P�O���U�I�F�J�S���C�J�M�M�����0�8�"�4�"���T�F�U�T���B�T�J�E�F���U�I�F���G�V�O�E�T���G�P�S���*�'�$��

�U�P���E�J�T�U�S�J�C�V�U�F���U�P���F�M�J�H�J�C�M�F���D�V�T�U�P�N�F�S�T�����"�Q�Q�S�P�Y�J�N�B�U�F�M�Z�����
���������0�8�"�4�"��

�D�V�T�U�P�N�F�S�T���D�P�O�U�S�J�C�V�U�F���	�����Q�F�S�D�F�O�U�
�
���H�F�O�F�S�B�U�J�O�H���B���U�P�U�B�M���P�G���B�C�P�V�U�������
��������

�Q�F�S���Z�F�B�S�����5�I�J�T���G�V�O�E�J�O�H���T�P�V�S�D�F���J�T���J�O�T�V�G��D�J�F�O�U���U�P���D�P�W�F�S���U�I�F���D�P�N�N�V�O�J�U�Z���T��

�O�F�F�E�T�����B�U���Q�S�F�T�F�O�U�
���*�'�$���Q�S�P�W�J�E�F�T���B�Q�Q�S�P�Y�J�N�B�U�F�M�Z���������
���������Q�F�S���Z�F�B�S���G�P�S���C�J�M�M���Q�B�Z�N�F�O�U��
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The number of disconnections for nonpayment has dropped about one-third since OWASA implemented 
the PhoneTree customer noti�cation system.
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For more information, contact OWASA’s Sustainability Manager Mary Tiger at  
919-537-4241 or mtiger@owasa.org or visit https://www.owasa.org/need-help-paying-your-bill.
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San Antonio Water System’s Customer Assistance 
Programs Reach Many
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��

�P�O�F���G�P�S�N���B�Q�Q�M�J�D�B�U�J�P�O���X�J�U�I���D�I�F�D�L���C�P�Y�F�T���G�P�S���B�M�M���F�J�H�I�U���Q�S�P�H�S�B�N�T�
��

�B�M�M�P�X�J�O�H���D�V�T�U�P�N�F�S�T���U�P���T�F�M�F�D�U���B�M�M���G�P�S���X�I�J�D�I���U�I�F�Z���N�J�H�I�U���C�F���F�M�J�H�J�C�M�F����

�5�I�F���U�P�U�B�M���B�T�T�J�T�U�B�O�D�F���Q�S�P�W�J�E�F�E���U�I�S�P�V�H�I���U�I�F�T�F���Q�S�P�H�S�B�N�T���J�T���F�T�U�J�N�B�U�F�E��

�U�P���C�F���B�Q�Q�S�P�Y�J�N�B�U�F�M�Z�������������N�J�M�M�J�P�O���J�O�����������
���P�S���B�M�N�P�T�U�����������Q�F�S�D�F�O�U���P�G��

�4�"�8�4�����U�P�U�B�M���B�O�O�V�B�M���S�F�W�F�O�V�F�����5�I�J�T�������������N�J�M�M�J�P�O���J�O�D�M�V�E�F�T���"�G�G�P�S�E�B�C�J�M�J�U�Z��

�%�J�T�D�P�V�O�U���1�S�P�H�S�B�N���B�T�T�J�T�U�B�O�D�F���	�����������N�J�M�M�J�P�O�
�
�����������
���������G�S�P�N��

�1�S�P�K�F�D�U���"�R�V�B�
���B�O�E�����������
���������U�P���T�V�Q�Q�P�S�U���U�I�F���1�M�V�N�C�F�S�T���U�P���1�F�P�Q�M�F��

�1�S�P�H�S�B�N���B�O�E���U�I�F���-�B�U�F�S�B�M�T���U�P���1�F�P�Q�M�F���1�S�P�H�S�B�N�����"�N�P�O�H���P�U�I�F�S���T�P�V�S�D�F�T�
��

�1�S�P�K�F�D�U���"�H�V�B���S�F�D�F�J�W�F�T���G�V�O�E�J�O�H���G�S�P�N���D�P�O�U�S�J�C�V�U�J�P�O�T���G�S�P�N���D�V�T�U�P�N�F�S�T�
��

�D�P�O�U�S�J�C�V�U�J�P�O�T���G�S�P�N���F�N�Q�M�P�Z�F�F�T���W�J�B���U�I�F���6�O�J�U�F�E���8�B�Z���Q�S�P�H�S�B�N�
���B�O�E��

�D�I�B�S�J�U�B�C�M�F���Q�S�P�H�S�B�N�T���T�V�D�I���B�T���U�I�F���B�O�O�V�B�M���4�"�8�4�����,���S�V�O�����$�P�V�S�U�F�T�Z��

�O�P�U�J�D�F���Q�S�P�H�S�B�N�T�����D�P�T�U�T���B�S�F���O�F�H�M�J�H�J�C�M�F���B�O�E���B�S�F���I�B�O�E�M�F�E���C�Z���F�Y�J�T�U�J�O�H��

�B�E�N�J�O�J�T�U�S�B�U�J�W�F���D�B�Q�B�D�J�U�Z��

SAWS’ Customer Assistance Programs
Direct Payment Assistance Programs

•	Affordability Discount
•	Project Agua

Fee Waiver Programs
•	Senior Citizen Billing 
•	Disability Billing 
•	Domestic Violence Victim 

Courtesy Notice Programs
•	Courtesy Notice for Medical Necessity
•	Courtesy Notice for Veterans

Conservation Program
•	Plumbers to People

Affordability Discount Program 
�-�P�X���J�O�D�P�N�F���S�F�T�J�E�F�O�U�J�B�M���D�V�T�U�P�N�F�S�T���X�I�P���N�F�F�U���U�I�F���J�O�D�P�N�F���F�M�J�H�J�C�J�M�J�U�Z���S�F�R�V�J�S�F�N�F�O�U�T���	�I�P�V�T�F�I�P�M�E���J�O�D�P�N�F���C�F�M�P�X��

���������Q�F�S�D�F�O�U���P�G���U�I�F���G�F�E�F�S�B�M���Q�P�W�F�S�U�Z���M�F�W�F�M�
���D�B�O���R�V�B�M�J�G�Z���G�P�S���B���C�J�M�M���E�J�T�D�P�V�O�U�����5�I�F���E�J�T�D�P�V�O�U���S�B�O�H�F�T���G�S�P�N���������U�P��

���������Q�F�S���N�P�O�U�I���B�O�E���J�T���C�B�T�F�E���P�O���U�I�F���I�P�V�T�F�I�P�M�E���T�J�[�F�
���I�P�V�T�F�I�P�M�E���J�O�D�P�N�F�
���B�O�E���U�Z�Q�F���P�G���T�F�S�W�J�D�F���Q�S�P�W�J�E�F�E�����5�P��

�C�F���F�M�J�H�J�C�M�F�
���B���S�F�D�J�Q�J�F�O�U���T���N�P�O�U�I�M�Z���X�B�U�F�S���V�T�F���N�V�T�U���S�F�N�B�J�O���C�F�M�P�X�������
���������H�B�M�M�P�O�T���	�U�I�F���B�W�F�S�B�H�F���I�P�V�T�F�I�P�M�E��

�V�T�F�T�����
���������H�B�M�M�P�O�T���Q�F�S���N�P�O�U�I�
�����5�I�F���V�U�J�M�J�U�Z���F�T�U�J�N�B�U�F�T���U�I�B�U���B�T���N�B�O�Z���B�T�������
���������I�P�V�T�F�I�P�M�E�T���D�P�V�M�E���R�V�B�M�J�G�Z��

�G�P�S���U�I�J�T���Q�S�P�H�S�B�N���	�B�O�P�U�I�F�S�������
���������I�P�V�T�F�I�P�M�E�T���D�P�V�M�E���R�V�B�M�J�G�Z���C�V�U���E�P���O�P�U���S�F�D�F�J�W�F���B���X�B�U�F�S���C�J�M�M�
�����I�P�X�F�W�F�S�
���P�O�M�Z��

�����
���������I�P�V�T�F�I�P�M�E�T���B�S�F���D�V�S�S�F�O�U�M�Z���F�O�S�P�M�M�F�E�
���T�P���U�I�F���V�U�J�M�J�U�Z���J�T���X�P�S�L�J�O�H���U�P���J�O�D�S�F�B�T�F���F�O�S�P�M�M�N�F�O�U���C�B�T�F�E���P�O���U�B�S�H�F�U�F�E��

�P�V�U�S�F�B�D�I�����4�"�8�4���I�P�Q�F�T���U�P���J�O�D�S�F�B�T�F���J�U�T���S�F�B�D�I���U�P�������
���������I�P�V�T�F�I�P�M�E�T�
���P�S���B�C�P�V�U���������Q�F�S�D�F�O�U���P�G���U�I�F���D�V�S�S�F�O�U��

�J�E�F�O�U�J��F�E���Q�P�Q�V�M�B�U�J�P�O�
���X�J�U�I�J�O���U�I�F���O�F�Y�U�������Z�F�B�S�T����

Project Agua 
�5�I�J�T���Q�S�P�H�S�B�N���Q�S�P�W�J�E�F�T���P�O�F���U�J�N�F���Q�B�Z�N�F�O�U���B�T�T�J�T�U�B�O�D�F���U�P���S�F�T�J�E�F�O�U�J�B�M���D�V�T�U�P�N�F�S�T��

�X�I�P���B�S�F���G�B�D�J�O�H���T�F�S�W�J�D�F���D�V�U���P�G�G�
���I�B�W�F���B���T�F�D�P�O�E���S�J�T�L���G�B�D�U�P�S�
���B�O�E���B�S�F���F�M�J�H�J�C�M�F���G�P�S���U�I�F��

�"�G�G�P�S�E�B�C�J�M�J�U�Z���%�J�T�D�P�V�O�U���Q�S�P�H�S�B�N�����1�S�P�K�F�D�U���"�H�V�B���Q�S�P�W�J�E�F�T���B�O���B�W�F�S�B�H�F���C�F�O�F��U���P�G�������������G�P�S��

�F�M�J�H�J�C�M�F���I�P�V�T�F�I�P�M�E�T�
���B�O�E���I�F�M�Q�T���B�C�P�V�U�����
���������I�P�V�T�F�I�P�M�E�T���Q�F�S���Z�F�B�S�����&�M�J�H�J�C�J�M�J�U�Z���S�F�R�V�J�S�F�N�F�O�U�T���B�S�F���E�F�U�F�S�N�J�O�F�E���C�Z��

�U�I�F���D�J�U�Z���P�G���4�B�O���"�O�U�P�O�J�P���%�F�Q�B�S�U�N�F�O�U���P�G���)�V�N�B�O���4�F�S�W�J�D�F�T���B�O�E���N�B�Z���J�O�D�M�V�E�F���J�O�D�P�N�F�
���G�B�N�J�M�Z���T�J�[�F�
���B�H�F�
���M�P�D�B�U�J�P�O���P�G��
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�S�F�T�J�E�F�O�D�F�
���E�J�T�B�C�J�M�J�U�Z�
���B�O�E���E�F�H�S�F�F���P�G���O�F�F�E���P�S���F�N�F�S�H�F�O�D�Z�����4�"�8�4���I�P�Q�F�T���U�P���Q�B�S�U�O�F�S���X�J�U�I���M�P�D�B�M���D�P�S�Q�P�S�B�U�J�P�O�T���B�O�E��

�D�P�N�Q�B�O�J�F�T���U�P���H�S�P�X���U�I�F���Q�S�P�H�S�B�N���U�P���N�F�F�U���U�I�F���D�P�N�N�V�O�J�U�Z���T���O�F�F�E�T����

Fee Waiver Programs 
�5�I�F���V�U�J�M�J�U�Z���P�G�G�F�S�T���U�I�S�F�F���G�F�F���X�B�J�W�F�S���Q�S�P�H�S�B�N�T���U�I�B�U���U�B�S�H�F�U���U�I�S�F�F���E�J�G�G�F�S�F�O�U���T�F�H�N�F�O�U�T���P�G���U�I�F�J�S���D�V�T�U�P�N�F�S�T�����T�F�O�J�P�S��

�D�J�U�J�[�F�O�T�
���E�J�T�B�C�M�F�E���S�F�T�J�E�F�O�U�T�
���B�O�E���W�J�D�U�J�N�T���P�G���E�P�N�F�T�U�J�D���W�J�P�M�F�O�D�F�����5�I�F���Q�S�P�H�S�B�N���D�P�T�U���J�T���O�F�H�M�J�H�J�C�M�F���	�K�V�T�U���G�P�S�H�P�O�F��

�S�F�W�F�O�V�F�
���C�F�D�B�V�T�F���J�U���X�B�J�W�F�T���G�F�F�T���G�P�S���M�B�U�F���Q�B�Z�N�F�O�U�T�
���F�T�T�F�O�U�J�B�M�M�Z���H�J�W�J�O�H���D�V�T�U�P�N�F�S�T���N�P�S�F���U�J�N�F���U�P���Q�B�Z���U�I�F�J�S���C�J�M�M�T����

�0�W�F�S�B�M�M�
���O�F�B�S�M�Z�������
���������I�P�V�T�F�I�P�M�E�T���B�S�F���F�O�S�P�M�M�F�E���J�O���U�I�F���Q�S�P�H�S�B�N���	�B�O�E���P�O�M�Z���V�T�J�O�H���J�U���X�I�F�O���O�F�F�E�F�E�
�
���X�J�U�I���U�I�F���W�B�T�U��

�N�B�K�P�S�J�U�Z���	�����
�������
���C�F�J�O�H���T�F�O�J�P�S���D�J�U�J�[�F�O�T����

Courtesy Notice Programs 
�5�I�J�T���Q�S�P�H�S�B�N���P�G�G�F�S�T���T�P�N�F���4�"�8�4���S�F�T�J�E�F�O�U�J�B�M���D�V�T�U�P�N�F�S�T���	�W�F�U�F�S�B�O�T���B�O�E���U�I�P�T�F���X�J�U�I���Q�I�Z�T�J�D�J�B�O���E�P�D�V�N�F�O�U�F�E��

�N�F�E�J�D�B�M���O�F�D�F�T�T�J�U�Z�
���B���������I�P�V�S�T�����D�P�V�S�U�F�T�Z���O�P�U�J�D�F���Q�S�J�P�S���U�P���J�O�U�F�S�S�V�Q�U�J�P�O���P�G���T�F�S�W�J�D�F���E�V�F���U�P���O�P�O�Q�B�Z�N�F�O�U�
���B�M�M�P�X�J�O�H��

�Q�B�Z�N�F�O�U���P�S���Q�B�Z�N�F�O�U���B�S�S�B�O�H�F�N�F�O�U�T���U�P���C�F���N�B�E�F����

Plumbers to People Program 
�5�I�J�T���Q�S�P�H�S�B�N���Q�S�P�W�J�E�F�T���Q�M�V�N�C�J�O�H���B�T�T�J�T�U�B�O�D�F���U�P���M�P�X���J�O�D�P�N�F���S�F�T�J�E�F�O�U�J�B�M���D�V�T�U�P�N�F�S�T���T�F�F�L�J�O�H���S�F�Q�B�J�S�T���U�P���M�F�B�L�J�O�H��

�Q�M�V�N�C�J�Og ��Y�U�V�S�F�T�����&�M�J�H�J�C�M�F���S�F�Q�B�J�S�T���J�O�D�M�V�E�F���M�F�B�L�J�O�H���G�B�V�D�F�U�T�
���M�F�B�L�J�O�H���U�P�J�M�F�U�T�
���P�S���C�S�P�L�F�O���Q�J�Q�F�T�����1�S�P�C�M�F�N�T���T�V�D�I���B�T��

�D�M�P�H�H�F�E���Q�J�Q�F�T���B�S�F���H�F�O�F�S�B�M�M�Z���T�F�X�F�S���S�F�M�B�U�F�E���B�O�E���B�S�F���O�P�U���F�M�J�H�J�C�M�F���G�P�S���U�I�J�T���Q�S�P�H�S�B�N�����"�Q�Q�M�J�D�B�O�U�T���N�V�T�U���C�F���B���4�"�8�4��

�X�B�U�F�S���D�V�T�U�P�N�F�S���	�T�F�X�F�S���P�O�M�Z���D�V�T�U�P�N�F�S�T���B�S�F���O�P�U���F�M�J�H�J�C�M�F�
�
���C�F���U�I�F���I�P�N�F�P�X�O�F�S���B�O�E���P�D�D�V�Q�Z���U�I�F���S�F�T�J�E�F�O�D�F�
���B�O�E��

�N�F�F�U���J�O�D�P�N�F���F�M�J�H�J�C�J�M�J�U�Z���S�F�R�V�J�S�F�N�F�O�U�T����

�4�"�8�4���J�T���X�P�S�L�J�O�H���U�P���F�Y�Q�B�O�E���J�U�T���Q�S�P�H�S�B�N�T���G�V�S�U�I�F�S�����*�O���B���S�F�D�F�O�U���N�B�J�M���P�V�U�S�F�B�D�I���U�P�������
���������I�P�V�T�F�I�P�M�E�T�
���O�F�B�S�M�Z����������

�D�V�T�U�P�N�F�S�T���T�I�P�X�F�E���V�Q���B�U���B�O���F�W�F�O�U���U�P���T�J�H�O���V�Q���G�P�S���U�I�F���"�G�G�P�S�E�B�C�J�M�J�U�Z���%�J�T�D�P�V�O�U���1�S�P�H�S�B�N�
���B�O�E���B�O�P�U�I�F�S�����
���������F�O�S�P�M�M�F�E��

�J�O���P�U�I�F�S���X�B�Z�T�����4�"�8�4���I�B�T���G�P�V�O�E���P�V�U�S�F�B�D�I���F�W�F�O�U�T���U�P���C�F���N�P�S�F���F�G�G�F�D�U�J�W�F���U�I�B�O���P�O�M�J�O�F���D�B�N�Q�B�J�H�O�T���G�P�S���S�F�B�D�I�J�O�H���U�I�F��

�U�B�S�H�F�U���Q�P�Q�V�M�B�U�J�P�O�T���P�G���T�F�O�J�P�S���D�J�U�J�[�F�O�T���B�O�E���M�P�X���J�O�D�P�N�F���I�P�V�T�F�I�P�M�E�T�����4�"�8�4���J�T���B�C�M�F���U�P���S�F�B�D�I���S�F�O�U�F�S�T���U�I�B�U���I�B�W�F���B���X�B�U�F�S��

�C�J�M�M�
���C�V�U���J�T���M�P�P�L�J�O�H���G�P�S���X�B�Z�T���U�P���Q�S�P�W�J�E�F���B�T�T�J�T�U�B�O�D�F���U�P���P�U�I�F�S���S�F�O�U�F�S�T����

�'�P�S���V�U�J�M�J�U�J�F�T���D�P�O�T�J�E�F�S�J�O�H���F�T�U�B�C�M�J�T�I�J�O�H���B���Q�S�P�H�S�B�N�
���4�"�8�4���T�V�H�H�F�T�U�T���T�U�B�S�U�J�O�H���X�J�U�I���B���O�P�O�Q�S�P��U���W�F�S�T�J�P�O���	�G�V�O�E�F�E���C�Z��

�D�I�B�S�J�U�B�C�M�F���D�P�O�U�S�J�C�V�U�J�P�O�T�
�
���D�P�V�Q�M�F�E���X�J�U�I���B���T�F�D�P�O�E���Q�S�P�H�S�B�N���G�P�D�V�T�F�E���P�O���X�B�U�F�S���D�P�O�T�F�S�W�B�U�J�P�O���U�I�B�U���J�O�D�M�V�E�F�T���P�V�U�S�F�B�D�I��

�B�C�P�V�U���U�I�F���W�B�M�V�F���P�G���X�B�U�F�S�����5�I�F���O�P�O�Q�S�P��U���B�T�T�J�T�U�B�O�D�F���Q�S�P�H�S�B�N���T�I�P�V�M�E���G�P�D�V�T���P�O���Q�S�P�U�F�D�U�J�O�H���Q�V�C�M�J�D���I�F�B�M�U�I���C�Z��

�Q�S�F�W�F�O�U�J�O�H���E�J�T�S�V�Q�U�J�P�O���U�P���X�B�U�F�S���T�F�S�W�J�D�F����

 

For more information, contact Communications and External Outreach Manager Sandi Wolff at  
210-233-3947 or sandi.wolff@saws.org or visit www.saws.org/service/Affordability/.
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Washington Suburban Sanitary Commission Expands 
Assistance Programs
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“We are trying to  reach 
everyone who receives 

a bill from us that 
needs assistance.”
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For more information, contact Chief Financial Of�cer Yvette Downs at 301-206-7050 
or Yvette.Downs@wsscwater.com or visit www.wsscwater.com/home.htm.
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Implementing Successful Customer 
Assistance Programs
�5�I�F���Q�S�P�D�F�T�T���P�G���E�F�T�J�H�O�J�O�H���B�O�E���J�N�Q�M�F�N�F�O�U�J�O�H���B���$�"�1��

�X�J�M�M���M�P�P�L���E�J�G�G�F�S�F�O�U���G�P�S���F�W�F�S�Z���V�U�J�M�J�U�Z���C�B�T�F�E���P�O���U�I�F���U�Z�Q�F��

�P�G���Q�S�P�H�S�B�N���O�F�F�E�F�E�����5�P���E�F�T�J�H�O���B�O�E���J�N�Q�M�F�N�F�O�U���B��

�T�V�D�D�F�T�T�G�V�M���$�"�1�
���V�U�J�M�J�U�J�F�T���D�P�V�M�E���D�P�O�T�J�E�F�S���G�P�M�M�P�X�J�O�H��

�U�I�F���C�B�T�J�D���T�U�F�Q�T���J�O���'�J�H�V�S�F������

Figure 3. Basic steps to design and implement successful customer assistance programs (Davis and Teodoro 2015; 
WRF 2010).

CAP Challenges

Research indicates that water 
utilities face several key 
communication challenges when 
designing and implementing 
CAPs (WRF 2010):

• Reaching customers in need of
assistance.

• Promoting program awareness.

• Educating the target audience.
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Legal and Policy Barriers

Many utilities face policy barriers that limit their ability to create CAPs for customers. In California, publicly 
owned utilities are prevented from offering a bill discount and lifeline rate program because of Proposition 
218, which has been interpreted by courts in a way that prevents a utility from charging two different 
groups of customers different rates for the same water. As discussed in the Washington Suburban Sanitary 
Commission case study on page 22, the utility had to work through the Maryland state legislature to have 
existing laws changed to allow it to implement the CAP it offers. Other hurdles include policies at the local 
level, such as North Carolina’s Orange Water and Sewer Authority, which, as a condition of the initial bond 
sale creating the utility, is prohibited from offering free services to prevent revenue loss (more details are 
available in the case study on page 18). Any utility considering implementing a CAP should, as an early step, 
identify state or local policy barriers and consider how these might be overcome. Using this compendium as 
a reference, utilities facing potential policy barriers can seek out other utilities in their state for advice. 

Measuring Success 
�5�I�F�S�F���J�T���O�P���T�J�O�H�M�F���X�B�Z���U�P���N�F�B�T�V�S�F���B���$�"�1���T���T�V�D�D�F�T�T�����.�F�B�T�V�S�F�T���P�G���T�V�D�D�F�T�T���B�S�F���P�G�U�F�O���T�Q�F�D�J� �D���U�P���U�I�F���M�P�D�B�M��
�Q�S�P�H�S�B�N���B�O�E���T�I�P�V�M�E���C�F���N�F�B�T�V�S�F�E���B�H�B�J�O�T�U���U�I�F���H�P�B�M�T���U�I�F���V�U�J�M�J�U�Z���E�F�W�F�M�P�Q�F�E���G�P�S���J�U�����"���S�F�W�J�F�X���P�G���Q�P�T�T�J�C�M�F��
�N�F�U�S�J�D�T���S�F�W�F�B�M�T���B���X�J�E�F���W�B�S�J�F�U�Z���P�G���P�Q�U�J�P�O�T�
���G�S�P�N���Q�S�P�H�S�B�N���Q�B�S�U�J�D�J�Q�B�U�J�P�O���S�B�U�F�T���U�P���E�J�T�D�P�O�O�F�D�U�J�P�O���S�B�U�F�T����

�5�I�F���8�B�U�F�S���3�F�T�F�B�S�D�I���'�P�V�O�E�B�U�J�P�O���J�E�F�O�U�J� �F�E���O�V�N�F�S�P�V�T���Q�P�T�T�J�C�M�F���X�B�Z�T���U�P���N�F�B�T�V�S�F���U�I�F���T�V�D�D�F�T�T���P�G��
�Q�S�P�H�S�B�N�T���	�8�3�'�����������
��

• Termination of Service.���)�P�X���N�B�O�Z���I�P�V�T�F�I�P�M�E�T���I�B�W�F���I�B�E���U�I�F�J�S���X�B�U�F�S���T�I�V�U���P�G�G���F�B�D�I���Z�F�B�S� 

• Payment Agreements.���)�P�X���N�B�O�Z���Q�B�Z�N�F�O�U���Q�M�B�O�T���I�B�W�F���C�F�F�O���E�F�W�F�M�P�Q�F�E���B�O�E���I�P�X���N�B�O�Z���I�B�W�F���C�F�F�O
�T�V�D�D�F�T�T�G�V�M�M�Z���D�P�N�Q�M�F�U�F�E� 

• Money at Risk. ���8�I�B�U���J�T���U�I�F���U�P�U�B�M���W�B�M�V�F���P�G���B�D�D�P�V�O�U�T���J�O���B�S�S�F�B�S�T� 

• Customers in Arrears.���)�P�X���N�B�O�Z���B�D�D�P�V�O�U�T���I�B�W�F���Q�B�T�U���E�V�F���C�J�M�M�T���U�I�B�U���B�S�F���O�P�U���P�O���B���Q�B�Z�N�F�O�U���Q�M�B�O� 

• Weighted Arrears.���8�I�B�U���J�T���U�I�F���W�B�M�V�F���P�G���B�S�S�F�B�S�T���O�P�U���T�V�C�K�F�D�U���U�P���E�F�G�F�S�S�F�E���Q�B�Z�N�F�O�U���E�J�W�J�E�F�E���C�Z���U�I�F
�B�W�F�S�B�H�F���N�P�O�U�I�M�Z���C�J�M�M� 

�0�U�I�F�S���Q�P�T�T�J�C�M�F���N�F�U�S�J�D�T���J�O�D�M�V�E�F��

• Participation Rate. ���)�P�X���N�B�O�Z���D�V�T�U�P�N�F�S�T���Q�B�S�U�J�D�J�Q�B�U�F���J�O���U�I�F���Q�S�P�H�S�B�N� ���8�I�B�U���Q�F�S�D�F�O�U���P�G���F�M�J�H�J�C�M�F
�I�P�V�T�F�I�P�M�E�T���Q�B�S�U�J�D�J�Q�B�U�F� 

• Dollar Value of Assistance.���)�P�X���N�V�D�I���B�T�T�J�T�U�B�O�D�F���I�B�T���C�F�F�O
�E�J�T�C�V�S�T�F�E���E�J�S�F�D�U�M�Z���U�P���D�V�T�U�P�N�F�S�T���B�T���B���S�F�T�V�M�U���P�G���U�I�F���Q�S�P�H�S�B�N� 

• Water Ef�cient Metrics.���)�P�X���N�B�O�Z���X�B�U�F�S���F�G� �D�J�F�O�U���E�F�W�J�D�F�T
�I�B�W�F���C�F�F�O���J�O�T�U�B�M�M�F�E���B�O�E���I�P�X���N�B�O�Z���S�F�Q�B�J�S�T���I�B�W�F���C�F�F�O���N�B�E�F
�U�P���M�F�B�L�J�O�H���Q�J�Q�F�T� 

• Demand.���*�T���U�I�F���E�F�N�B�O�E���G�P�S���B�T�T�J�T�U�B�O�D�F���I�J�H�I�F�S���P�S���M�P�X�F�S���U�I�B�O
�F�Y�Q�F�D�U�F�E� ���*�T���U�I�F���S�F�T�P�V�S�D�F���M�F�W�F�M���B�W�B�J�M�B�C�M�F���G�P�S���B�T�T�J�T�U�B�O�D�F���U�P�P
�H�S�F�B�U���P�S���O�P�U���T�V�G� �D�J�F�O�U� 

• Financial Performance Metrics.���)�B�T���U�I�F���V�U�J�M�J�U�Z��s � �O�B�O�D�J�B�M
�Q�P�T�J�U�J�P�O���J�N�Q�S�P�W�F�E���P�W�F�S���U�J�N�F� 

“Through implementation of our 
CAP and improved business 
processes, we have seen 
a marked reduction in the 
number of service cut-offs for 
nonpayment.” 

—Patrick Davis,
Sustainability Manager (Retired), 

Orange Water and Sewer Authority, NC



26

Are Customers in Need Being Reached?
�.�B�O�Z���Q�F�S�G�P�S�N�B�O�D�F���N�F�U�S�J�D�T���E�P���O�P�U���E�J�S�F�D�U�M�Z���B�T�T�F�T�T���X�I�F�U�I�F�S���U�I�F���Q�S�P�H�S�B�N���T���J�O�U�F�O�E�F�E���U�B�S�H�F�U�F�E���I�P�V�T�F�I�P�M�E�T��
�B�S�F���U�I�F���P�O�F�T���V�M�U�J�N�B�U�F�M�Z���C�F�O�F��U�J�O�H�����8�I�F�O���Q�M�B�O�O�J�O�H���B���Q�S�P�H�S�B�N�
���V�U�J�M�J�U�J�F�T���O�F�F�E���U�P���J�E�F�O�U�J�G�Z���X�I�P���U�I�F�Z���X�B�O�U���U�P��
�S�F�B�D�I���X�J�U�I���U�I�F�J�S���B�T�T�J�T�U�B�O�D�F�����1�P�U�F�O�U�J�B�M���H�S�P�V�Q�T���O�F�F�E�J�O�H���B�T�T�J�T�U�B�O�D�F���B�S�F���W�B�S�J�F�E�
���B�O�E���D�P�V�M�E���J�O�D�M�V�E�F��

• �-�P�X���J�O�D�P�N�F���I�P�V�T�F�I�P�M�E�T��

• �)�P�V�T�F�I�P�M�E�T���J�O���D�S�J�T�J�T���	�E�V�F���U�P���B�O���F�N�F�S�H�F�O�D�Z���P�S���D�I�B�O�H�F���J�O���D�J�S�D�V�N�T�U�B�O�D�F�
��

• �4�F�O�J�P�S���D�J�U�J�[�F�O�T��

• �%�J�T�B�C�M�F�E���J�O�E�J�W�J�E�V�B�M�T��

�5�I�F���B�W�B�J�M�B�C�J�M�J�U�Z���P�G���B���$�"�1���E�P�F�T���O�P�U���F�O�T�V�S�F���U�I�B�U���F�M�J�H�J�C�M�F���D�V�T�U�P�N�F�S�T���B�S�F���U�B�L�J�O�H���B�E�W�B�O�U�B�H�F���P�G���J�U�����.�B�O�Z��
�G�B�D�U�P�S�T���D�B�O���S�F�E�V�D�F���$�"�1���Q�B�S�U�J�D�J�Q�B�U�J�P�O��

• �/�P�U���C�F�J�O�H���B�X�B�S�F���P�G���Q�S�P�H�S�B�N��

• �/�P�U���L�O�P�X�J�O�H���I�P�X���U�P���B�Q�Q�M�Z��

• �'�F�F�M�J�O�H�T���P�G���N�J�T�U�S�V�T�U���P�S���T�U�J�H�N�B���B�T�T�P�D�J�B�U�F�E���X�J�U�I���C�F�J�O�H���V�O�B�C�M�F���U�P���Q�B�Z���G�P�S���U�I�F���T�F�S�W�J�D�F��

• �/�P�U���I�B�W�J�O�H���B�D�D�F�T�T���U�P���B���Q�I�P�O�F�
���U�S�B�O�T�Q�P�S�U�B�U�J�P�O�
���P�S���U�I�F���*�O�U�F�S�O�F�U���U�P���T�V�D�D�F�T�T�G�V�M�M�Z���B�Q�Q�M�Z��

• �#�F�J�O�H���Q�B�S�U���P�G���B���N�B�T�U�F�S���N�F�U�F�S���B�O�E���O�P�U���S�F�D�F�J�W�J�O�H���B���C�J�M�M���	�F���H���
���B�Q�B�S�U�N�F�O�U�
���D�P�O�E�P�
���T�V�C�T�J�E�J�[�F�E
�I�P�V�T�J�O�H�
��

• �#�F�J�O�H���B���S�F�O�U�F�S��

�8�B�Z�T���U�P���Q�S�P�W�J�E�F���P�V�U�S�F�B�D�I���P�O���$�"�1�T���J�O�D�M�V�E�F���I�P�T�U�J�O�H���Q�V�C�M�J�D���T�J�H�O���V�Q���F�W�F�O�U�T�
���Q�P�T�U�J�O�H���J�O�G�P�S�N�B�U�J�P�O���P�O���U�I�F��
�V�U�J�M�J�U�Z���X�F�C�Q�B�H�F�
���J�N�Q�M�F�N�F�O�U�J�O�H���B���Q�I�P�O�F���U�S�F�F���B�V�U�P�N�B�U�F�E���N�F�T�T�B�H�F���T�Z�T�U�F�N���U�P���Q�S�P�W�J�E�F���S�F�N�J�O�E�F�S���O�P�U�J�D�F�T��
�G�P�S���C�J�M�M�T���B�M�P�O�H���X�J�U�I���J�O�G�P�S�N�B�U�J�P�O���P�O���U�I�F���Q�S�P�H�S�B�N�
���B�O�E���Q�S�P�W�J�E�J�O�H���P�V�U�S�F�B�D�I���N�B�U�F�S�J�B�M�T���U�P���M�P�D�B�M���T�P�D�J�B�M��
�T�F�S�W�J�D�F���B�H�F�O�D�J�F�T����
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Reaching the Renter: The Owner-Occupier Dilemma

CAP recipients are often required to be the owner-occupier of a residence; this prevents landlords from receiving 
bene�ts and not passing them along. However, because low-income households are generally less likely to own 
the home they occupy, this requirement can prevent access to CAPs. Drinking water and wastewater utilities often 
�nd it dif�cult to provide assistance to households paying for water indirectly through rent or condo fees because 
those households do not receive a water bill. Similar CAP access problems arise for those receiving subsidized 
housing through the Housing Choice Voucher Program (Section 8) or other programs. Some water utilities work 
with the electric utility to issue a credit through the electric bill (because most apartments and condos have 
individual electric meters and receive a power bill). When developing a CAP, utilities should identify ways to reach 
needy households who are not owner-occupiers. WRF is developing a document, Customer Assistance Programs 
for Multi-Family Residential and Other Hard-to-Reach Customers, which will provide suggested methods to reach 
and provide assistance to people not in owner-occupier households.

Costs of Customer Assistance Programs
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Figure 4. A 2010 WRF survey found that the cost of administering CAPs is less than $25,000 for most utilities.



28

Funding Customer Assistance Programs
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Figure 5. A 2010 WRF survey found that utilities fund their CAPs through a variety of sources.

CAP Experts in the Electric Industry

Many communities have experts with decades of experience designing and implementing CAPs for utilities. 
Electric and natural gas utilities likely have some type of program or safety net to help their disadvantaged 
customers. These industries have been creatively addressing this issue for decades, largely driven by the 
policies, regulations, programs, and expectations of the federal government, state governments, or public 
utility commissions who oversee rates and assess customer needs. All the CAP types discussed in this 
report might already be in use by your local electric and gas utilities. Not only can these utility staff help you 
understand the opportunities and challenges to successfully implementing a program, but they might allow 
you to coordinate implementation of your program with their existing programs.
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Conclusion and Next Steps
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���I�P�X���N�V�D�I���B�E�N�J�O�J�T�U�S�B�U�J�W�F��
�C�V�S�E�F�O���D�B�O���C�F���T�B�W�F�E���C�Z���D�P�M�M�B�C�P�S�B�U�J�O�H���X�J�U�I���B�O���F�Y�J�T�U�J�O�H���Q�S�P�H�S�B�N���U�I�B�U���I�B�T���B�M�S�F�B�E�Z���E�F�U�F�S�N�J�O�F�E���B��
�I�P�V�T�F�I�P�M�E���F�M�J�H�J�C�M�F���U�P���S�F�D�F�J�W�F���B�T�T�J�T�U�B�O�D�F� 

• �'�P�S���V�U�J�M�J�U�J�F�T���X�J�U�I�P�V�U���$�"�1�T���J�E�F�O�U�J��F�E�
���E�P���U�I�F�Z���I�B�W�F���Q�S�P�H�S�B�N�T���U�I�B�U���B�S�F�O���U���N�F�O�U�J�P�O�F�E���P�O��
�U�I�F�J�S���X�F�C�T�J�U�F� ���*�G���O�P�U�
���X�I�B�U���C�B�S�S�J�F�S�T���I�B�W�F���Q�S�F�W�F�O�U�F�E���U�I�F�N���G�S�P�N���J�N�Q�M�F�N�F�O�U�J�O�H���$�"�1�T� 

• �*�G���B���V�U�J�M�J�U�Z���E�P�F�T���O�P�U���I�B�W�F���$�"�1�T�
���B�S�F���U�I�F�S�F���Q�P�M�J�D�Z���C�B�S�S�J�F�S�T���	�F���H���
���T�U�B�U�F���M�B�X�T�
���C�M�P�D�L�J�O�H���$�"�1��
�J�N�Q�M�F�N�F�O�U�B�U�J�P�O���P�S���M�J�N�J�U�J�O�H���U�I�F���U�Z�Q�F���P�S���T�D�P�Q�F���P�G���$�"�1�T���U�I�B�U���D�B�O���C�F���P�G�G�F�S�F�E� 



30

Additional Resources

�r	 Thinking Outside the Bill: A Utility Manager’s Guide to Assisting Low-Income Water Customers���	�I�U�U�Q�������X�X�X��

�B�X�X�B���P�S�H���Q�P�S�U�B�M�T��������M�F�T���S�F�T�P�V�S�D�F�T���X�B�U�F�S�������V�U�J�M�J�U�Z�������N�B�O�B�H�F�N�F�O�U���U�I�J�O�L�J�O�H�P�V�U�T�J�E�F�U�I�F�C�J�M�M�����F�E���Q�E�G�
����

�"�N�F�S�J�D�B�O���8�B�U�F�S���8�P�S�L�T���"�T�T�P�D�J�B�U�J�P�O�
������������

�r	 50 Largest Cities Water/Wastewater Rate Survey���	�I�U�U�Q�������X�X�X���T�B�X�T���P�S�H���X�I�P�@�X�F�@�B�S�F���D�P�N�N�V�O�J�U�Z���3�"�$��

�E�P�D�T�������������������M�B�S�H�F�T�U���D�J�U�J�F�T���C�S�P�D�I�V�S�F���X�B�U�F�S���X�B�T�U�F�X�B�U�F�S���S�B�U�F���T�V�S�W�F�Z���Q�E�G�
�����#�M�B�D�L�������7�F�B�U�D�I�
������������

�r	 Review and Recommendations for Implementing Water and Wastewater Affordability Programs in the United 

States���	�I�U�U�Q�������X�X�X���O�D�M�D���P�S�H���J�N�B�H�F�T���Q�E�G���Q�S���S�F�Q�P�S�U�T���S�F�Q�P�S�U���X�B�U�F�S���B�G�G�P�S�E�B�C�J�M�J�U�Z���Q�E�G�
�����/�B�U�J�P�O�B�M���$�P�O�T�V�N�F�S���-�B�X��

�$�F�O�U�F�S�
������������

�r	 Affordability of Wastewater Service����

�	�I�U�U�Q�T�������X�X�X���F���X�F�G���P�S�H���4�U�P�S�F���1�S�P�E�V�D�U�%�F�U�B�J�M�T���B�T�Q�Y� �Q�S�P�E�V�D�U�*�E�����������
�����8�B�U�F�S���&�O�W�J�S�P�O�N�F�O�U���'�F�E�F�S�B�U�J�P�O�
������������

�r	 Best Practices in Customer Payment Assistance Programs����

�	�I�U�U�Q�������X�X�X���X�B�U�F�S�S�G���P�S�H���1�V�C�M�J�D�3�F�Q�P�S�U�-�J�C�S�B�S�Z�������������Q�E�G�
�����8�B�U�F�S���3�F�T�F�B�S�D�I���'�P�V�O�E�B�U�J�P�O�
������������
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Drinking Water and Wastewater Utility Customer Assistance Programs Appendix A: Quick-Find Matrix 

Appendix A: Quick-Find Matrix 
The Quick-Find Matrix displays water and wastewater utilities that have a customer assistance program. 
The matrix can be used to identify the types of program(s) offered at a particular utility. 

The matrix is grouped by state, municipality, and name of the utility/agency. 

The program types captured in the matrix are: 

�z Bill Discount

�z Flexible Terms

�z Lifeline Rate

�z Temporary Assistance

�z Water Efficiency

These types of programs are described in the 
“Types of Customer Assistance Programs” section 
of this document. 

Symbol Key 

Represents Drinking Water Utilities 

Represents Wastewater Utilities 

Represents Stormwater Utilities 

A-1 



�3�B�U�F���"�T�T�J�T�U�B�O�D�F���1�S�P�H�S�B�N�T���B�U���%�S�J�O�L�J�O�H���8�B�U�F�S���B�O�E���8�B�T�U�F�X�B�U�F�S���6�U�J�M�J�U�J�F�T���J�O���U�I�F���6�O�J�U�F�E���4�U�B�U�F�T

�5�Z�Q�F���P�G���1�S�P�H�S�B�N

�5�Z�Q�F���P�G���6�U�J�M�J�U�Z �/�B�N�F���P�G���6�U�J�M�J�U�Z���"�H�F�O�D�Z
�1�P�Q�V�M�B�U�J�P�O��

�4�F�S�W�F�E�#�J�M�M���%�J�T�D�P�V�O�U�'�M�F�Y�J�C�M�F���5�F�S�N�T�-�J�G�F�M�J�O�F���3�B�U�F
�5�F�N�Q�P�S�B�S�Z��
�"�T�T�J�T�U�B�O�D�F

�8�B�U�F�S��
�&�G��D�J�F�O�D�Z

Alabama

Birmingham Water Works 591,243 �z �z

Huntsville Utilities (Billing agent for City of Huntsville Sewer, Madison County 
Water Department, and City of New Hope Water and Sewer) 219,168 �z �z

Mobile Area Water & Sewer System 276,000 �z

Montgomery Water Works & Sanitary Sewer Board 240,840 �z

Alaska

Anchorage Water and Wastewater Utility 221,351 �z

Arizona

Pima County Regional Wastewater Reclamation Department 402,575 �z

EPCOR, Agua Fria District 52,400 �z

Tucson Water 712,700 �z

Arkansas

Central Arkansas Water 313,588 �z

Liberty Utilities 48,668 �z

California

East Bay Municipal Utility District 1,400,000 �z �z

Golden State Water Company, Central Basin East 44,466 �z

Golden State Water Company, Southwest 169,673 �z

California Water Service, Bakers�eld 246,371 �z

California Water Service, Bear Gulch 58,242 �z �z

Santa Clara Valley Water District 2,000,000 �z

California Water Service, Chico 100,435 �z

A-��



�3�B�U�F���"�T�T�J�T�U�B�O�D�F���1�S�P�H�S�B�N�T���B�U���%�S�J�O�L�J�O�H���8�B�U�F�S���B�O�E���8�B�T�U�F�X�B�U�F�S���6�U�J�M�J�U�J�F�T���J�O���U�I�F���6�O�J�U�F�E���4�U�B�U�F�T

�5�Z�Q�F���P�G���1�S�P�H�S�B�N

�5�Z�Q�F���P�G���6�U�J�M�J�U�Z �/�B�N�F���P�G���6�U�J�M�J�U�Z���"�H�F�O�D�Z
�1�P�Q�V�M�B�U�J�P�O��

�4�F�S�W�F�E�#�J�M�M���%�J�T�D�P�V�O�U�'�M�F�Y�J�C�M�F���5�F�S�N�T�-�J�G�F�M�J�O�F���3�B�U�F
�5�F�N�Q�P�S�B�S�Z��
�"�T�T�J�T�U�B�O�D�F

�8�B�U�F�S��
�&�G��D�J�F�O�D�Z

City of Chula Vista, Public Works Department 173,556 �z

Costa Mesa Sanitary District 112,900 �z

Golden State Water Company, Placentia 114,016 �z

California Water Service, Dominguez 144,052 �z �z

California Water Service, East Los Angeles 149,882 �z �z

El Dorado Irrigation District 112,000 �z

Elk Grove Water District 36,000 �z

San Gabriel Valley Water Company, Fontana 209,035 �z

Glendale Water & Power 201,893 �z

California Water Service, Hermosa Redondo 95,650 �z �z

City of Huntington Beach 201,000 �z

California Water Service, Kings City 14,441 �z

Sacramento County Water Agency 148,814 �z

California Water Service, Livermore 56,700 �z �z

California Water Service, Los Altos 57,950 �z �z

Los Angeles Department of Water & Power 3,855,879 �z �z �z �z

California American Water, Baldwin 21,589 �z �z

California American Water, Duarte 18,397 �z �z

California American Water, San Marino 40,804 �z �z

San Gabriel Valley Water Company, El Monte 272,082 �z

Marin Municipal Water District 190,800 �z �z �z
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�3�B�U�F���"�T�T�J�T�U�B�O�D�F���1�S�P�H�S�B�N�T���B�U���%�S�J�O�L�J�O�H���8�B�U�F�S���B�O�E���8�B�T�U�F�X�B�U�F�S���6�U�J�M�J�U�J�F�T���J�O���U�I�F���6�O�J�U�F�E���4�U�B�U�F�T

�5�Z�Q�F���P�G���1�S�P�H�S�B�N

�5�Z�Q�F���P�G���6�U�J�M�J�U�Z �/�B�N�F���P�G���6�U�J�M�J�U�Z���"�H�F�O�D�Z
�1�P�Q�V�M�B�U�J�P�O��

�4�F�S�W�F�E�#�J�M�M���%�J�T�D�P�V�O�U�'�M�F�Y�J�C�M�F���5�F�S�N�T�-�J�G�F�M�J�O�F���3�B�U�F
�5�F�N�Q�P�S�B�S�Z��
�"�T�T�J�T�U�B�O�D�F

�8�B�U�F�S��
�&�G��D�J�F�O�D�Z

California Water Service, Marysville 12,017 �z

City of Modesto 212,000 �z

California American Water, Monterey 96,754 �z �z

Napa Sanitation District 75,000 �z

Palmdale Water District 115,000 �z

City of Palo Alto Utilities 218,005 �z �z

California Water Service, Palos Verdes 69,883 �z �z

Cucamonga Valley Water District 182,586 �z

Riverside Public Utilities 303,871 �z �z

Western Municipal Water District 800,000 �z

City of Sacramento 486,189 �z

Sacramento County Regional Sanitation District 1,475,377 �z

California Water Service, Salinas 117,681 �z

California Water Service, Bayshore 102,893 �z �z

California American Water, Coronado 96,754 �z �z

San Francisco Water, Power, and Sewer 2,600,000 �z

San Jose Water Company 998,000 �z

Suburban Water Systems, San Jose Hills 300,000 �z

City of Santa Ana 353,428 �z

California Water Service, Selma 24,480 �z

Golden State Water Company, Simi Valley 13,300 �z

A-��



�3�B�U�F���"�T�T�J�T�U�B�O�D�F���1�S�P�H�S�B�N�T���B�U���%�S�J�O�L�J�O�H���8�B�U�F�S���B�O�E���8�B�T�U�F�X�B�U�F�S���6�U�J�M�J�U�J�F�T���J�O���U�I�F���6�O�J�U�F�E���4�U�B�U�F�T

�5�Z�Q�F���P�G���1�S�P�H�S�B�N

�5�Z�Q�F���P�G���6�U�J�M�J�U�Z �/�B�N�F���P�G���6�U�J�M�J�U�Z���"�H�F�O�D�Z
�1�P�Q�V�M�B�U�J�P�O��

�4�F�S�W�F�E�#�J�M�M���%�J�T�D�P�V�O�U�'�M�F�Y�J�C�M�F���5�F�S�N�T�-�J�G�F�M�J�O�F���3�B�U�F
�5�F�N�Q�P�S�B�S�Z��
�"�T�T�J�T�U�B�O�D�F

�8�B�U�F�S��
�&�G��D�J�F�O�D�Z

California Water Service, Stockton 185,346 �z �z

Torrance Municipal Water Department 105,000 �z

Valencia Water Company 116,361 �z

Vallejo Sanitation & Flood Control District 119,784 �z

California Water Service, Visalia 132,158 �z �z

California Water Service, Westlake 19,434 �z �z

Colorado

City of Aurora 351,200 �z

City of Fort Collins 125,500 �z

City of Pueblo Wastewater Department 105,000 �z �z

City of Thornton 136,977 �z

Connecticut

Aquarion Water Company 341,421 �z

District of Columbia

District of Columbia Water and Sewer Authority 617,996 �z �z �z

Florida

Boca Raton Utility Services 128,000 �z �z

City of Cape Coral 122,887 �z �z

Charlotte County Utilities 128,967 �z

Orange Park Grid, Clay County Utility Authority 104,797 �z �z

Clearwater Public Utilities, Water Division 110,000 �z

Gainesville Regional Utilities 181,468 �z �z

A-��



�3�B�U�F���"�T�T�J�T�U�B�O�D�F���1�S�P�H�S�B�N�T���B�U���%�S�J�O�L�J�O�H���8�B�U�F�S���B�O�E���8�B�T�U�F�X�B�U�F�S���6�U�J�M�J�U�J�F�T���J�O���U�I�F���6�O�J�U�F�E���4�U�B�U�F�T

�5�Z�Q�F���P�G���1�S�P�H�S�B�N

�5�Z�Q�F���P�G���6�U�J�M�J�U�Z �/�B�N�F���P�G���6�U�J�M�J�U�Z���"�H�F�O�D�Z
�1�P�Q�V�M�B�U�J�P�O��

�4�F�S�W�F�E�#�J�M�M���%�J�T�D�P�V�O�U�'�M�F�Y�J�C�M�F���5�F�S�N�T�-�J�G�F�M�J�O�F���3�B�U�F
�5�F�N�Q�P�S�B�S�Z��
�"�T�T�J�T�U�B�O�D�F

�8�B�U�F�S��
�&�G��D�J�F�O�D�Z

Jacksonville Electric Authority 703,750 �z

Lee County Utilities 230,398 �z �z

City of Miramar 122,041 �z �z

North Miami Beach 170,000 �z

Orange County Utilities Department, Eastern 233,443 �z

Orange County Utilities Department, Western 119,708 �z

Orlando Utilities Commission 425,520 �z

Palm Beach County Water Utilities 569,000 �z

Pinellas County Utilities 426,877 �z �z

Port St. Lucie Utilities 157,943 �z

City of St. Petersburg 300,075 �z �z

City of Tallahassee 194,000 �z �z

Georgia

City of Atlanta 650,000 �z

Clayton County Water Authority 270,000 �z �z

The Cobb County Water Systems 533,000 �z

Columbus Water Works 229,000 �z �z

Douglasville-Douglas County Water and Sewer Authority 117,302 �z

City of Gainesville 244,582 �z

Henry County Water Authority 138,343 �z

Atlanta Department of Watershed Management 101,908 �z
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St. Marys Water & Sewer 17,270 �z

Illinois

Illinois American Water, Champaign 141,000 �z �z

City of Chicago Water Division 2,695,598 �z

Illinois American Water, East St. Louis 155,382 �z �z

North Shore Reclamation District 126,629 �z

Greater Peoria Sanitary District 157,379 �z

Illinois American Water, Peoria 136,000 �z �z

Rock River Water Reclamation District 240,000 �z

Indiana

Marion Utilities 31,590 �z

Iowa

City of Cedar Rapids 128,201 �z

Iowa American Water, Davenport 137,201 �z �z

Des Moines Water Works 232,464 �z

Kansas

Johnson County Wastewater 400,000 �z

WaterOne 331,900 �z

City of Topeka 128,188 �z

City of Wichita 384,445 �z �z

Kansas City Board of Public Utilities 146,453 �z

Kentucky

City of Ashland 112,640 �z
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Kentucky American Water 321,244 �z �z

Lexington West Hickman 126,755 �z

Louisville Water Company 730,611 �z �z

Metropolitan Sewer District 105,800 �z

May�eld Electric & Water Systems 10,349 �z

Louisiana

Lafayette Utilities Water System 141,726 �z

Maine

Portland Water District 210,000 �z �z

Maryland

Baltimore City 1,600,000 �z

Washington Suburban Sanitary Commission 1,800,000 �z �z

Massachusetts

Boston Water and Sewer Commission 617,594 �z �z

Cambridge Water Department 105,162 �z

Lowell Regional Water and Wastewater Utility 106,519 �z

Spring�eld Water and Sewer Commission 234,105 �z

Worcester Department of Public Works, Water, Sewer Operations 181,045 �z

Michigan

Detroit Water and Sewerage Department 899,387 �z �z �z

City of Grand Rapids 256,275 �z

Lansing Board of Water & Light 142,000 �z
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City of Sterling Heights 127,000 �z

Minnesota

Marshall Municipal Utilities 13,680 �z

City of Minneapolis 390,131 �z

Saint Paul Regional Water Services 415,724 �z

Missouri

Columbia Water and Light 100,733 �z

Hannibal Board of Public Works 17,456 �z

Independence Missouri Water Department 125,000 �z

Kansas City Water Services 459,787 �z

Moberly Water Department 13,741 �z

Rolla Municipal Utilities 19,559 �z

Metropolitan St. Louis Sewer District 547,506 �z

Missouri American Water 1,100,000 �z

Nebraska

City of Fremont 25,000 �z

Metropolitan Utilities District 207,026 �z �z �z

Nevada

Clark County Water Reclamation District 950,000 �z

City of Henderson 275,000 �z

Las Vegas Valley Water District 1,347,550 �z

City of Reno 300,000 �z
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New Jersey

New Jersey American Water, Liberty 609,305 �z �z

New Jersey American Water, Ocean City 127,000 �z �z

New Jersey American Water, Raritan 609,305 �z �z

New Jersey American Water, Short Hills 217,230 �z �z

New Jersey American Water, Coastal North 352,000 �z �z

New Jersey American Water, Western 253,045 �z �z

New Mexico

Albuquerque Water Utility Authority 601,983 �z �z

New York

Buffalo Water Authority 276,000 �z

New York American Water, Lynbrook 230,000 �z

New York American Water, Merrick 177,000 �z

New York City Department of Environmental Protection 8,271,000 �z �z �z

Water Authority of Western Nassau 120,000 �z

North Carolina

Charlotte Water 796,209 �z

Orange Water and Sewer Authority 83,000 �z �z �z

Ohio

Ashland Ohio Water Billing Department 21,249 �z

City of Canton 186,357 �z

Cleveland Division of Water 1,262,955 �z
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Northeast Ohio Regional Sewer District 993,251 �z �z

City of Columbus Department of Public Utilities 1,051,995 �z

City of Dayton Department of Water 141,527 �z

Montgomery County Water Services 164,307 �z

Toledo Department of Public Utilities 360,000 �z �z

Oklahoma

Muskogee City Water Department 38,310 �z �z

City of Norman 65,880 �z

City of Oklahoma City 598,000 �z

Oregon

Astoria Public Works Department 9,516 �z

Tualatin Valley Water District 217,000 �z

Water Environment Services 134,591 �z

Eugene Water & Electric Board 178,100 �z �z �z

City of Gresham 117,538 �z �z

Clean Water Services 342,641 �z

City of Medford 135,520 �z �z

Portland Water Bureau 564,600 �z �z �z �z

Salem Public Works 189,000 �z �z

Pennsylvania

Aqua America 784,939 �z �z �z

Pennsylvania American Water Company, Berwick 16,000 �z �z �z
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Pennsylvania American Water Company, Lake Scranton 134,570 �z �z �z

Philadelphia Water Department 1,600,000 �z �z �z �z

Pennsylvania American Water Company, Pittsburgh 516,411 �z �z �z

Wyoming Valley Sanitation Authority 216,923 �z �z

South Carolina

Beaufort - Jasper Water and Sewer Authority 103,358 �z

Charleston Water System 214,367 �z

Greer Commission of Public Works 325,169 �z �z

Spartanburg Water System 130,929 �z

South Dakota

City of Pierre Water Department 13,646 �z

Tennessee

Tennessee American Water 300,000 �z �z

Memphis Light, Gas and Water 671,450 �z �z

Murfreesboro Water and Sewer Department 100,922 �z

Metro Water Services 599,595 �z

Texas

City of Arlington Water Utilities 365,860 �z

City of Austin, Austin Energy 903,570 �z �z �z

City of Corpus Christi Water Department 297,467 �z

Corsicana Utilities Department 25,100 �z

City of Dallas 1,253,000 �z �z
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City of Fort Worth 812,238 �z

City of Grand Prairie 171,028 �z

City of Houston Public Works and Engineering Department 2,099,000 �z

City of Laredo Utilities Department 199,715 �z

City of Odessa 113,033 �z

City of Round Rock 100,707 �z

San Antonio Water System 1,596,714 �z �z �z �z

Utah

Granger-Hunter Improvement District 106,000 �z �z

Virginia

Alexandria Renew Enterprises 257,767 �z

Virginia American Water 57,946 �z �z

Hampton Roads Sanitation District 538,646 �z

Prince William County Service Authority 250,000 �z

City of Richmond Public Utilities 197,000 �z

Washington

Alderwood Water & Wastewater District 171,500 �z

City of Bellevue 135,100 �z

City of Everett Public Works Department 580,000 �z

Lakehaven Utility District 112,000 �z

City of Redmond 100,422 �z

Seattle Public Utilities 1,400,000 �z �z
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Spokane Public Works & Utilities 200,000 �z

Tacoma Public Utilities 318,403 �z �z

City of Vancouver 231,000 �z �z

West Virginia

West Virginia American Water 198,521 �z �z

Wyoming

City of Evanston 12,000 �z
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Appendix B: Utility Snapshots 

The following section provides utility snapshots for 3��5 customer assistance programs (CAPs) offered 
by water and wastewater utilities across the country. 

The snapshots are grouped by state, municipality, and name of the utility/agency. 

These snapshots provide the following information 
for each program offered by a utility: Municipality, 
Type of Utility, Population Served, Program Name, 
Type of Program, Households Targeted, Program 
Description, Eligibility Information, and a Web link 
to find out more about that program. 

The information used in these snapshots was 
found through public websites of all drinking water 
utilities and wastewater utilities serving more than 
100,000 in population, plus through a random 
sample of drinking water and wastewater utilities 
serving between 10,000 and 100,000 in population. It should be noted that many of these populations 
are estimates, not exact numbers. Population estimates were collected from the U.S. Environmental 
Protection Agency’s (EPA’s) Safe Drinking Water Information System (SDWIS), EPA’s Clean Water Needs 
Survey (CWNS), and the U.S. Census Bureau. 

Symbol Key 

Represents Drinking Water Utilities 

Represents Wastewater Utilities 

 Represents Stormwater Utilities
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Alabama 

Birmingham | Birmingham Water Works 
591,243 population served  

  

Program: H2O Foundation Type: Temporary Assistance, Water Efficiency 
Households Targeted: Low-Income Seniors, Low-Income Disabled Persons 
Program Description 
Provides up to $500 ($600 with Board approval) to help eligible customers having difficulty paying their water 
and wastewater bill and/or costs of plumbing repairs. Applicants are eligible to receive assistance once in any 
12-month period. 

Eligibility Information 
�z Household income must meet program guidelines starting at $14,937/year for 1 person per household to 

$51,519/year for 8 persons per household ($5,226 for each additional person). 
�z Household must meet at least one of the following: be 55 years of age or older; currently receiving social 

security disability income; or have a documented medical condition that will be seriously aggravated by a 
lack of water supply to the home. (Subject to verification). 

�z Have a current unpaid water and/or sewer bill or have an established need for plumbing repair as a result 
of a leak on personal property. 

�z Have a current unpaid water and/or sewer bill or have an established need for plumbing repair as a result 
of a leak on personal property. 

�z Have insufficient family or community resources to meet financial obligations to satisfy cost to continue 
water and/or sewer service or repair(s). 

�z Have assurance from the Birmingham Water Works that payment will result in restoration/continuation of 
the water/wastewater supply to the home. 

More Information 
https://www.bwwb.org/node/219  

Huntsville | Huntsville Utilities (Billing agent for City of Huntsville Sewer, 
 Madison County Water Department, and City of New Hope Water and Sewer) 
219,168 population served  

  

Program: Project Share Type: Bill Discount 
Households Targeted: Low-Income Seniors, Low-Income Disabled Persons 
Program Description 
Helps elderly, disabled, and handicapped customers pay utility bills during the winter months. Administered by 
the Salvation Army. 

Eligibility Information 
�z At least 62 years of age or certified as disabled or handicapped. 
�z Must be on a low or fixed income which does not exceed the state household income eligibility guidelines as 

specified by the Alabama Department of Human Resources. 
�z Must contact Salvation Army to determine eligibility. 

More Information 
https://www.hsvutil.org/huntsville-utilities-community-center/project-share/  
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Program: Average Monthly Billing Program Type: Flexible Terms 
Households Targeted: All Residential Customers 
Program Description 
An optional program designed to allow for more even distribution of utility payment amount by making averaged 
payments based on a 12-month history. 

Eligibility Information 
�z Be a residential customer. 
�z Have a good payment history with no collection activity. 
�z Have a zero account balance. 
�z Have 12 months of continuous billing at current address. 
�z No other types of payment arrangements are provided while on this program. 

More Information 
https://www.hsvutil.org/ac/wp -content/uploads/2016/02/Customer -Care-Manual-FINAL.pdf 

Program: Due Date Assistance Type: Flexible Terms 
Households Targeted: Seniors, Disabled Persons 
Program Description 
Provides a fixed due date (5th day of the month) for customers receiving benefits from Social Security or 
Retirement. Customers can pay on or before this date without incurring a penalty. 

Eligibility Information 
�z Utility account must be in the same name as the person receiving the benefits. 
�z Meters must have a read date monthly between the 1st and 19th. 
�z Customers must meet one of the conditions below: 

o Receive Social Security Income 
o Receive Disability Income. 
o Be at least 55 years of age and retired. 
o Be at least 62 years of age. 

More Information 
https://www.hsvutil.org/ac/wp -content/uploads/2016/02/Customer -Care-Manual-FINAL.pdf 

Program: Payment Arrangement - Installment Plan Type: Flexible Terms 
Households Targeted: Emergency Relief 
Program Description 
Works with the account holder in an effort to prevent services from being disconnected by establishing an 
installment plan. This payment option allows the customer to make a partial payment towards the unpaid 
balance and divide the remaining amount into one to four monthly installments. The installment amount will be 
due with the monthly billing for the agreed upon terms. 

Eligibility Information 
�z Must be past due on utility bill. 

More Information 
https://www.hsvutil.org/customer-service-center/billing-payments/ 
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Mobile | Mobile Area Water & Sewer System 
276,000 population served  

   

Program: Emergency Utility/Water Assistance Program (EUWAP) (Project Care) Type: Temporary 
Assistance 
Households Targeted: Emergency Relief 
Program Description 
Offers needy families one-time assistance in paying for water and sewer services. Implemented in coordination 
with Mobile Community Action, Inc. 

Eligibility Information 
�z Must contact Mobile Community Action, Inc. to determine eligibility. 

More Information 
https://www.mawss.com/euwap.htm 

Montgomery | Montgomery Water Works & Sanitary Sewer Board 
240,840 population served  

   

Program: Waiver of Deposit for Active Duty Military Personnel Type: Bill Discount 
Households Targeted: Active Military 
Program Description 
Waives new service deposit for eligible active duty military personnel. 

Eligibility Information 
�z Must provide proof of purchase or lease/rental agreement. 
�z Must provide current active duty military transfer orders showing assignment to Montgomery area, 

commanding officer, and tour of duty information. 

More Information 
https://www.mwwssb.com/~/media/Files/New%20Service/military.ashx 
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Alaska 

Anchorage | Anchorage Water and Wastewater Utility 
221,351 population served  

   

Program: Coins Can Count Type: Temporary Assistance 
Households Targeted: Financial Hardship 
Program Description 
Helps qualified families and households having difficulty paying their water and/or wastewater bills. 
Administered by the Municipality of Anchorage Department of Health and Human Services (DHHS). Funded by 
customers voluntarily rounding up their bill to the next whole dollar. 

Eligibility Information 
�z Must be a residential customer. 
�z Eligibility is determined by the Municipality of Anchorage DHHS office. 

More Information 
http://www.awwu.biz/PublicWebsite/ForCustomers/Customer_Service/CoinsCanCount/CoinsCanCount.pdf 

Arizona 

Pima County | Pima County Regional Wastewater Reclamation Department 
402,575 population served   

  

Program: Sewer Outreach Subsidy (SOS) Program Type: Bill Discount 
Households Targeted: Low-Income 
Program Description 
Offers a 25%, 50%, or 75% discount on monthly sewer fees, including the flat monthly service fee of $12.63, 
based on federal poverty guidelines for household sizes. Administered as part of a partnership with the Pima 
County Community Action Agency. 

Eligibility Information 
�z Be a residential sewer customer. 
�z Have a water/sewer bill in applicant’s name. 
�z To qualify for a 25% reduction, total household income must meet program guidelines starting at 

$17,655/year for 1 person per household to $61,335/year for 8 persons per household ($6,240 for each 
additional person). 

�z To qualify for a 50% reduction, total household income must meet program guidelines starting at 
$14,713/year for 1 person per household to $51,113/year for 8 persons per household ($5,200 for each 
additional person). 

�z To qualify for a 75% reduction, total household income must meet program guidelines starting at 
$11,770/year for 1 person per household to $40,890/year for 8 persons per household ($4,160 for each 
additional person). 

More Information 
http://webcms.pima.gov/cms/one.aspx?portalId=169&pageId=195661 
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Surprise | EPCOR, Agua Fria District 
52,400 population served  

   

Program: Residential Low-Income Assistance Program Type: Bill Discount 
Households Targeted: Low-Income 
Program Description 
Provides a $7.50 discount on monthly water bills. Administered by the Sun City Community Action Network. 

Eligibility Information 
�z Be a residential customer on a 5/8-inch x 3/4-inch water meter, or must reside in housing in a homeowner 

association, apartment complex, or mobile home park. 
�z Receive residential water service from EPCOR Water. 
�z Annual income does not exceed $17,655 for a 1 person household or $23,895 for a 2 person household 

(before deductions). 

More Information 
http://www.epcor.com/bill/Pages/low- income-program.aspx 

Tucson | Tucson Water 
712,700 population served  

   

Program: Low-Income Assistance Program Type: Bill Discount 
Households Targeted: Low-Income 
Program Description 
Provides a 50% monthly low-income bill credit on the Utility Services Statement. 

Eligibility Information 
�z Must be a Tucson Water customer. 
�z Utility Services Statement must be in applicant’s name. 
�z Must provide proof that applicant is qualified through on the following programs: Pima County Community 

and Economic Development, City of Tucson Environmental Services Department, or City of Tucson Parks 
and Recreation Department. 

�z Household income must meet program guidelines starting at $15,441/year for 1 person per household to 
$76,360/year for 8 persons per household ($8,584 for each additional person). 

More Information 
https://www.tucsonaz.gov/water/low-income 
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Arkansas 

Little Rock | Central Arkansas Water 
313,588 population served   

 

Program: Help to Others Customer Assistance Fund Type: Temporary Assistance 
Households Targeted: Financial Hardship 
Program Description 
Helps residential customers having difficulty paying utility bills to Central Arkansas Water and the Utility Billing 
Services (UBS) partners. Funded through advertising fees that local businesses and merchants pay to place 
coupon advertising in monthly UBS billing statements. 

Eligibility Information 
�z Must be a residential customer. 

More Information 
http://www.carkw.com/customer-service/help-to-others/  

Pine Bluff | Liberty Utilities  
48,668 population served   

 

Program: Payment Agreements Type: Flexible Terms 
Households Targeted: Emergency Relief 
Program Description 
Offers an extension or a deferred payment agreement to spread out a bill into installments. Will work with 
customers to avoid late payment fees. 

Eligibility Information 
�z Must contact the utility to determine eligibility. 

More Information 
http://www.libertyutilities.com/ar/faqs/billing_faqs.html  
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California 

Alameda and Contra Costa County | East Bay Municipal Utility District  
1,400,000 population served 

   

Program: Customer Assistance Program (CAP) Type: Bill Discount 
Households Targeted: Low-Income 
Program Description 
Offers a discount off a portion of the water bill for qualified low-income customers in single-family dwellings and 
for eligible homeless shelters. For single-family dwellings, provides a 50% discount off the standard bimonthly 
service charge and a 50% discount off the home water use charge, up to a maximum of 1,050 gallons per 
person per month. A 35% discount on the wastewater service charge and flow charges is also provided. For 
homeless shelters, eligible customers may qualify for 50% discount off of the meter charge (based on meter 
size), and 50% discount off of the water usage per client, up to a maximum of 1,050 gallons per person per 
month. A 35% discount on the wastewater service charge and flow charges collected is also applied to each 
homeless shelter account. 

Eligibility Information 
�z Single-Family Dwellings: 

o Bill must be in the applicant’s name. 
o Be the primary residence of the applicant. 
o Home or apartment must have an individual water meter. 
o Applicant cannot be claimed as a dependent on another person’s income tax return (other than their 

spouse). 
o Household income must meet program guidelines starting at 37,400/year for 1-2 persons per 

household to $54,250/year for 6 persons per household ($3,750 for each addition person). 
o Participation is valid for 2 years. To continue assistance, applicants must reapply. 

�z Homeless Shelters: 
o Organization must provide lodging and meals as its primary function and have the required City or 

County Health Department permits. 
o The organization must provide at least six beds and be open for a minimum of 180 days or nights per 

year. 
o Government-owned facilities are not eligible. Satellite facilities in the name of the main organization 

are eligible but must file separately. 
o The organization must be able to demonstrate IRS tax-exempt status under IRS Code 501(c)(3). 
o The water account must be in the name of the organization with the IRS tax exemption. 
o Participation in CAP is for a maximum of one year. To continue assistance, organization must reapply 

and demonstrate how the subsidy benefited its clients. 

More Information 
https://www.ebmud.com/customers/billing-questions/financial-assistance/customer-assistance-program/ 

Program: Payment Extensions Type: Flexible Terms 
Households Targeted: Financial Hardship 
Program Description 
Offers ability to make a payment extension or make payment arrangements. 

Eligibility Information 
�z Must contact the utility to determine eligibility. 

More Information 
https://www.ebmud.com/customers/billing-questions/financial-assistance/ 
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Program: Multi-Family Lien and Property Tax Collection Type: Flexible Terms 
Households Targeted: Emergency Relief 
Program Description 
Keeps the water and wastewater services turned on for multi-family residential buildings, while still collecting 
delinquent charges. The East Bay Municipal Utility District (EBMUD) Board of Directors passed a resolution that 
adopted this program under the authority of Senate Bill 1035 (Hancock) effective January 1, 2011. This law 
gives EBMUD authority to place liens on residential property for delinquent charges as an alternative to 
terminating service in multi-family residences. Unpaid lien amounts will roll over to the appropriate property tax 
bill. 

Eligibility Information 
�z Service is provided to a master-metered multi-family property with two or more units. 
�z Unpaid charges have become delinquent and the delinquent charges equal $100 or more. 
�z Property owner has been sent all notices required by law and/or by this program. 
�z The District has conducted a hearing at which the customer has the opportunity to present objections to the 

filing of a lien on his/her property. 

More Information 
https://www.ebmud.com/customers/billing-questions/financial-assistance/multi-family-lien-and-property-tax-
collection-program/ 

Artesia, Cerritos, Downey, Hawaiian Gardens, La Mirada, Lakewood, Long Beach, 
 Norwalk, Whittier | Golden State Water Company, Central Basin East 
44,466 population served  

  

Program: California Alternate Rates for Water Type: Bill Discount 
Households Targeted: Low-Income 
Program Description 
Provides a monthly credit for low-income customers. 

Eligibility Information 
�z Must be a customer of Golden State Water Company. 
�z Address must be the primary residence, or must be a tenant receiving water service by a submetered 

system in a mobile home park. 
�z Applicant may not be claimed as a dependent on another person’s tax return. 
�z Household income must meet program guidelines starting at $31,860/year for 1-2 persons per household 

to $81,780/year for 8 persons per household ($8,320 for each additional person). 

More Information 
http://www.gswater.com/carw/ 



Drinking Water and Wastewater Utility Customer Assistance Programs Appendix B: Utility Snapshots 

B-10 

Athens, Carson, Compton, Del Aire, El Camino Village, El Segundo, Gardena, Gardena 
 Heights, Hawthorne, Inglewood, Lawndale, Lennox, Redondo Beach, Torrance | 
 Golden State Water Company, Southwest 
169,673 population served  

   

Program: California Alternate Rates for Water Type: Bill Discount 
Households Targeted: Low-Income 
Program Description 
Provides a monthly credit for low-income customers. 

Eligibility Information 
�z Customer of Golden State Water Company. 
�z Address must be the primary residence, or must be a tenant receiving water service by a submetered 

system in a mobile home park. 
�z Applicant may not be claimed as a dependent on another person’s tax return. 
�z Household income must meet program guidelines starting at $31,860/year for 1-2 persons per household 

to $81,780/year for 8 persons per household ($8,320 for each additional person). 

More Information 
http://www.gswater.com/carw/ 

Bakersfield | California Water Service, Bakersfield 
246,371 population served   

 

Program: Low-Income Rate Assistance (LIRA) Type: Bill Discount 
Households Targeted: Low-Income 
Program Description 
Provides a 50% discount (up to $18) of the monthly 5/8-inch meter service charge for qualified customers. 

Eligibility Information 
�z Bill must be in the applicant’s name. 
�z Must live at the address where the discount will be received. 
�z Must meet income guidelines specified below or someone in household must be enrolled in a qualified 

public assistance program. 
�z Household income must meet program guidelines starting at $31,860/year for 1-2 persons per household 

to $81,780/year for 8 persons per household ($8,320 for each additional person). 
�z Required to recertify eligibility every 2 years, or 4 years if have documentation proving handicapped or 

elderly (62 years of age or older). 
�z Residential single-family households, agricultural employee housing facilities, migrant farm worker housing 

center, and non-profit group living facilities can apply. 

More Information 
https://www.calwater.com/community/lira/  
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Bear Gulch | California Water Service, Bear Gulch 
58,242 population served   

 

Program: Low-Income Rate Assistance (LIRA) Type: Bill Discount 
Households Targeted: Low-Income 
Program Description 
Provides a 50% discount (up to $18) of the monthly 5/8-inch meter service charge for qualified customers. 

Eligibility Information 
�z Bill must be in the applicant’s name. 
�z Must live at the address where the discount will be received. 
�z Must meet income guidelines specified below or someone in household must be enrolled in a qualified 

public assistance program. 
�z Household income must meet program guidelines starting at $31,860/year for 1-2 persons per household 

to $81,780/year for 8 persons per household ($8,320 for each additional person). 
�z Required to recertify eligibility every 2 years, or 4 years if have documentation proving handicapped or 

elderly (62 years of age or older). 
�z Residential single-family households, agricultural employee housing facilities, migrant farm worker housing 

center, and non-profit group living facilities can apply. 

More Information 
https://www.calwater.com/community/lira/  

Program: Bathroom Fixture Replacement Program Type: Water Efficiency 
Households Targeted: Low-Income 
Program Description 
Offered to Low-Income Rate Assistance (LIRA) single-family customers in select service areas who have toilets 
that use 1.6 gallons or more per flush. Package includes installation of a high-efficiency WaterSense-labeled 
toilet (including seat), high-efficiency showerhead, and high-efficiency bathroom faucet aerator for each faucet 
(does not replace the faucets themselves). Installation in partnership with Southwest Environmental. Removal 
and disposal of old fixtures is included in the service. 

Eligibility Information 
�z Must be enrolled in the LIRA program offered at California Water Service. 

More Information 
https://www.calwater.com/conservation/install/  
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Campbell, Cupertino, Gilroy, Los Altos Hills, Milpitas, Monte Sereno, Morgan Hill, 
 Mt. View, Palo Alto, San Jose, Santa Clara, Saratoga, and Sunnyvale | Santa Clara 
 Valley Water District 
2,000,000 population served  

  

Program: Senior Parcel Tax Exemption Type: Bill Discount 
Households Targeted: Low-Income Seniors 
Program Description 
Offers an exemption for qualifying low-income seniors for the Clean, Safe Creeks special parcel tax. This 
exemption allows the water district to remove the charge from a qualifying senior household’s property tax bill. 
The Santa Clara Valley Water District is the wholesale supplier for water in Santa Clara County. 

Eligibility Information 
�z Must be at least 65 years of age. 
�z Must occupy the property as the principal place of residence. 
�z Applicant must be the owner of the property. 
�z Household income must be below 75% of the state of California’s Median Household Income. 
�z Must apply between April 15th and June 30th. 

More Information 
http://www.valleywater.org/EkContent.aspx?id=2689&terms=senior+discount 

Chico | California Water Service, Chico 
100,435 population served   

 

Program: Low-Income Rate Assistance (LIRA) Type: Bill Discount 
Households Targeted: Low-Income 
Program Description 
Provides a 50% discount (up to $18) of the monthly 5/8-inch meter service charge for qualified customers. 

Eligibility Information 
�z Bill must be in the applicant’s name. 
�z Must live at the address where the discount will be received. 
�z Must meet income guidelines specified below or someone in household must be enrolled in a qualified 

public assistance program. 
�z Household income must meet program guidelines starting at $31,860/year for 1-2 persons per household 

to $81,780/year for 8 persons per household ($8,320 for each additional person). 
�z Required to recertify eligibility every 2 years, or 4 years if have documentation proving handicapped or 

elderly (62 years of age or older). 
�z Residential single-family households, agricultural employee housing facilities, migrant farm worker housing 

center, and non-profit group living facilities can apply. 

More Information 
https://www.calwater.com/community/lira/  
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Chula Vista | City of Chula Vista, Public Works Department 
173,556 population served   

  

Program: Low Income Reduced Sewer Service Charge Type: Bill Discount 
Households Targeted: Low-Income 
Program Description 
Reduces sewer service charge by 70% of the rate charged to other residential users. Eligible occupants of 
single-family homes have the option to request either an annual refund from the City or to request the reduced 
sewer charge be applied to future sewer billings. Eligible occupants of apartments, condominiums, or mobile 
homes shall receive the reduced sewer charge as an annual refund only. 

Eligibility Information 
�z Low-income households (as defined in Section 1-100 of the city’s Master Fee Schedule). 
�z Eligibility for City programs or fee schedules restricted to low-income households shall be based on the 80% 

level of median family income for the San Diego Metropolitan Statistical Area as determined annually by the 
federal Department of Housing and Urban Development. 

�z Maximum Annual Family Income ranges from $46,250 for 1 person living in the household to $87,250 for 
8 persons living in the household. 

More Information 
http://www.chulavistaca.gov/home/showdocument?id=6554 

Costa Mesa | Costa Mesa Sanitary District 
112,900 population served   

 

Program: Sewer Lateral Assistance Program (SLAP) Type: Water Efficiency 
Households Targeted: All Residential Customers 
Program Description 
Encourages residents to maintain their lateral sewer lines. The utility will contribute 50% of the resident’s costs 
up to a maximum of $1,100 total per residential parcel as follows: up to 50% of televising the lateral interior; up 
to 50% of cleaning the lateral; up to 50% of the cost of installing a clean out; up to 50% of lateral reconstruction 
costs. 

Eligibility Information 
�z Must be a residential customer. 
�z Residents may only apply for participation once every 5 years. 

More Information 
http://www.cmsdca.gov/index.php/programs/sewer-lateral-assistance-program 
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Cowan Heights, Lemon Heights, Orange, Placentia, Santa Ana, Yorba Linda | Golden 
 State Water Company, Placentia 
114,016 population served  

   

Program: California Alternate Rates for Water Type: Bill Discount 
Households Targeted: Low-Income 
Program Description 
Provides a monthly credit for low-income customers. Based upon the same income qualification guidelines that 
are used by the electric and gas California Alternate Rate for Energy (CARE) programs. 

Eligibility Information 
�z Customer of Golden State Water Company. 
�z Address must be the primary residence, or must be a tenant receiving water service by a submetered 

system in a mobile home park. 
�z Applicant may not be claimed as a dependent on another person’s tax return. 
�z Household income must meet program guidelines starting at $31,860/year for 1-2 persons per household 

to $81,780/year for 8 persons per household ($8,320 for each additional person). 
�z Open to all qualifying residential water customers. Non-profit group living facilities, agricultural employee 

housing facilities and migrant farm-worker housing centers may also be eligible to receive a monthly credit. 

More Information 
http://www.gswater.com/carw/ 

Dominguez | California Water Service, Dominguez 
144,052 population served   

 

Program: Low-Income Rate Assistance (LIRA) Type: Bill Discount 
Households Targeted: Low-Income 
Program Description 
Provides a 50% discount (up to $18) of the monthly 5/8-inch meter service charge for qualified customers. 

Eligibility Information 
�z Bill must be in the applicant’s name. 
�z Must live at the address where the discount will be received. 
�z Must meet income guidelines specified below or someone in household must be enrolled in a qualified 

public assistance program. 
�z Household income must meet program guidelines starting at $31,860/year for 1-2 persons per household 

to $81,780/year for 8 persons per household ($8,320 for each additional person). 
�z Required to recertify eligibility every 2 years, or 4 years if have documentation proving handicapped or 

elderly (62 years of age or older). 
�z Residential single-family households, agricultural employee housing facilities, migrant farm worker housing 

center, and non-profit group living facilities can apply. 

More Information 
https:// www.calwater.com/community/lira/ 
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Program: Bathroom Fixture Replacement Program Type: Water Efficiency 
Households Targeted: Low-Income 
Program Description 
Offered to Low-Income Rate Assistance (LIRA) single-family customers in select service areas who have toilets 
that use 1.6 gallons or more per flush. Package includes installation of a high-efficiency WaterSense-labeled 
toilet (including seat), high-efficiency showerhead, and high-efficiency bathroom faucet aerator for each faucet 
(does not replace the faucets themselves). Installation in partnership with Southwest Environmental. Removal 
and disposal of old fixtures is included in the service. 

Eligibility Information 
�z Must be enrolled in the LIRA program offered at California Water Service. 

More Information 
https://www.calwater.com/conservation/install/  

East Los Angeles | California Water Service, East Los Angeles 
149,882 population served   

 

Program: Low-Income Rate Assistance (LIRA) Type: Bill Discount 
Households Targeted: Low-Income 
Program Description 
Provides a 50% discount (up to $18) of the monthly 5/8-inch meter service charge for qualified customers. 

Eligibility Information 
�z Bill must be in the applicant’s name. 
�z Must live at the address where the discount will be received. 
�z Must meet income guidelines specified below or someone in household must be enrolled in a qualified 

public assistance program. 
�z Household income must meet program guidelines starting at $31,860/year for 1-2 persons per household 

to $81,780/year for 8 persons per household ($8,320 for each additional person). 
�z Required to recertify eligibility every 2 years, or 4 years if have documentation proving handicapped or 

elderly (62 years of age or older). 
�z Residential single-family households, agricultural employee housing facilities, migrant farm worker housing 

center, and non-profit group living facilities can apply. 

More Information 
https://www.calwater.com/community/lira/  

Program: Bathroom Fixture Replacement Program Type: Water Efficiency 
Households Targeted: Low-Income 
Program Description 
Offered to Low-Income Rate Assistance (LIRA) single-family customers in select service areas who have toilets 
that use 1.6 gallons or more per flush. Package includes installation of a high-efficiency WaterSense-labeled 
toilet (including seat), high-efficiency showerhead, and high-efficiency bathroom faucet aerator for each faucet 
(does not replace the faucets themselves). Installation in partnership with Southwest Environmental. Removal 
and disposal of old fixtures is included in the service. 

Eligibility Information 
�z Must be enrolled in the LIRA program offered at California Water Service. 

More Information 
https://www.calwater.com/conservation/install/  
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El Dorado County | El Dorado Irrigation District 
112,000 population served  

  

Program: Helping Hands Program Type: Temporary Assistance 
Households Targeted: Emergency Relief 
Program Description 
Assists customers who experience a financial catastrophe and have difficulty paying their utility bill. Developed 
in cooperation with the El Dorado Community Foundation and El Dorado County Department of Human Services. 
Funded entirely by voluntary contributions from EID employers, customers, or other residents of the county. 

Eligibility Information 
�z Recently experienced a financial catastrophe. 
�z Must contact the utility to determine eligibility. 

More Information 
http://www.eid.org/about -us/advanced-components/faq#69 

Elk Grove | Elk Grove Water District 
36,000 population served   

 

Program: Payment Arrangements Type: Flexible Terms 
Households Targeted: Financial Hardship 
Program Description 
Creates payment arrangements for customers. 

Eligibility Information 
�z Contact the utility to make payment arrangements. 

More Information 
http://www.egws.org/faqs.html 
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Fontana | San Gabriel Valley Water Company, Fontana 
209,035 population served   

 

Program: California Alternate Rates for Water Type: Bill Discount 
Households Targeted: Low-Income 
Program Description 
Provides a discount for low-income customers. Based upon the same income qualification guidelines that are 
used by the electric and gas California Alternate Rate for Energy (CARE) programs. 

Eligibility Information 
�z Customer must receive water service through a 1-inch or smaller water meter. 
�z Utility bill must be in applicant’s name. 
�z Cannot be claimed as a dependent on another person’s tax return. 
�z Someone in the household participates in a qualifying Public Assistance Program or Total Gross Annual 

Income ranges from $31,860 for 1-2 persons living in the household to $81,780 for 8 persons living in the 
household. 

�z Required to recertify eligibility every 2 years. 

More Information 
http://www.sgvwater.com/customer-service/carw-information/  

Glendale | Glendale Water & Power 
201,893 population served  

  

Program: Senior Utility Users Tax Exemption Type: Bill Discount 
Households Targeted: Low-Income Seniors 
Program Description 
Exempts low-income senior citizen households from city utility taxes. 

Eligibility Information 
�z At least one member of applicant’s household must be 62 years or older. 
�z Gross household income is less than $13,950/year. 

More Information 
http://www.glendaleca.gov/utility-users-tax-exemption 

Program: Disabled Utility Users Tax Exemption Type: Bill Discount 
Households Targeted: Low-Income Disabled Persons 
Program Description 
Exempts households with at least one disabled member from city utility taxes. 

Eligibility Information 
�z Disabled household member. 
�z 55 years of age or older. 
�z Household income must meet program guidelines starting at $31,860/year for 1-2 persons per household 

to $81,780/year for 8 persons per household ($8,320 for each additional person). 

More Information 
http://www.glendaleca.gov/utility-users-tax-exemption 
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Hermosa Redondo | California Water Service, Hermosa Redondo 
95,650 population served   

 

Program: Low-Income Rate Assistance (LIRA) Type: Bill Discount 
Households Targeted: Low-Income 
Program Description 
Provides a 50% discount (up to $18) of the monthly 5/8-inch meter service charge for qualified customers. 

Eligibility Information 
�z Bill must be in the applicant’s name. 
�z Must live at the address where the discount will be received. 
�z Must meet income guidelines specified below or someone in household must be enrolled in a qualified 

public assistance program. 
�z Household income must meet program guidelines starting at $31,860/year for 1-2 persons per household 

to $81,780/year for 8 persons per household ($8,320 for each additional person). 
�z Required to recertify eligibility every 2 years, or 4 years if have documentation proving handicapped or 

elderly (62 years of age or older). 
�z Residential single-family households, agricultural employee housing facilities, migrant farm worker housing 

center, and non-profit group living facilities can apply. 

More Information 
https://www.calwater.com/community/lira/  

Program: Bathroom Fixture Replacement Program Type: Water Efficiency 
Households Targeted: Low-Income 
Program Description 
Offered to Low-Income Rate Assistance (LIRA) single-family customers in select service areas who have toilets 
that use 1.6 gallons or more per flush. Package includes installation of a high-efficiency WaterSense-labeled 
toilet (including seat), high-efficiency showerhead, and high-efficiency bathroom faucet aerator for each faucet 
(does not replace the faucets themselves). Installation in partnership with Southwest Environmental. Removal 
and disposal of old fixtures is included in the service. 

Eligibility Information 
�z Must be enrolled in the LIRA program offered at California Water Service. 

More Information 
https://www.calwater.com/conservation/install/  
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Huntington Beach | City of Huntington Beach 
201,000 population served 

   

Program: Senior Citizen’s Exemption Type: Bill Discount 
Households Targeted: Low-Income Seniors 
Program Description 
Exempts senior citizens from the city utility tax on all utility bills (water, electricity, cell and home phone, cable, 
and gas). 

Eligibility Information 
�z 62 years of age or older. 
�z Household income must not exceed the U.S. Department of Housing and Urban Development’s (HUD) 

guidelines for the "Very low-income Category". 
�z Must submit application to the City of Huntington Beach, Rodgers Senior Center to determine eligibility. 

More Information 
http://www.huntingtonbeachca.gov/government/departments/finance/municipal_services_payments/ 

Kings City | California Water Service, Kings City 
14,441 population served   

 

Program: Low-Income Rate Assistance (LIRA) Type: Bill Discount 
Households Targeted: Low-Income 
Program Description 
Provides a 50% discount (up to $18) of the monthly 5/8-inch meter service charge for qualified customers. 

Eligibility Information 
�z Bill must be in the applicant’s name. 
�z Must live at the address where the discount will be received. 
�z Must meet income guidelines specified below or someone in household must be enrolled in a qualified 

public assistance program. 
�z Household income must meet program guidelines starting at $31,860/year for 1-2 persons per household 

to $81,780/year for 8 persons per household ($8,320 for each additional person). 
�z Required to recertify eligibility every 2 years, or 4 years if have documentation proving handicapped or 

elderly (62 years of age or older). 
�z Residential single-family households, agricultural employee housing facilities, migrant farm worker housing 

center, and non-profit group living facilities can apply. 

More Information 
https://www.calwater.com/community/lira/  
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Laguna/Vineyard | Sacramento County Water Agency 
148,814 population served 

   

Program: Water Lifeline Rate Assistance Program Type: Bill Discount 
Households Targeted: Low-Income 
Program Description 
Offers a discount of up to $84/year on a qualifying customer’s water bill. 

Eligibility Information 
�z Low-income property owners. 
�z Must contact the utility to determine eligibility. 

More Information 
http://www.waterresources.saccounty.net/scwa/Pages/RatesandFees.aspx 

Livermore | California Water Service, Livermore 
56,700 population served   

 

Program: Low-Income Rate Assistance (LIRA) Type: Bill Discount 
Households Targeted: Low-Income 
Program Description 
Provides a 50% discount (up to $18) of the monthly 5/8-inch meter service charge for qualified customers. 

Eligibility Information 
�z Bill must be in the applicant’s name. 
�z Must live at the address where the discount will be received. 
�z Must meet income guidelines specified below or someone in household must be enrolled in a qualified 

public assistance program. 
�z Household income must meet program guidelines starting at $31,860/year for 1-2 persons per household 

to $81,780/year for 8 persons per household ($8,320 for each additional person). 
�z Required to recertify eligibility every 2 years, or 4 years if have documentation proving handicapped or 

elderly (62 years of age or older). 
�z Residential single-family households, agricultural employee housing facilities, migrant farm worker housing 

center, and non-profit group living facilities can apply. 

More Information 
https://www.ca lwater.com/community/lira/  
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Program: Bathroom Fixture Replacement Program Type: Water Efficiency 
Households Targeted: Low-Income 
Program Description 
Offered to Low-Income Rate Assistance (LIRA) single-family customers in select service areas who have toilets 
that use 1.6 gallons or more per flush. Package includes installation of a high-efficiency WaterSense-labeled 
toilet (including seat), high-efficiency showerhead, and high-efficiency bathroom faucet aerator for each faucet 
(does not replace the faucets themselves). Installation in partnership with Southwest Environmental. Removal 
and disposal of old fixtures is included in the service. 

Eligibility Information 
�z Must be enrolled in the LIRA program offered at California Water Service. 

More Information 
https://www.calwater.com/conservation/install/  

Los Altos | California Water Service, Los Altos 
57,950 population served   

 

Program: Low-Income Rate Assistance (LIRA) Type: Bill Discount 
Households Targeted: Low-Income 
Program Description 
Provides a 50% discount (up to $18) of the monthly 5/8-inch meter service charge for qualified customers. 

Eligibility Information 
�z Bill must be in the applicant’s name. 
�z Must live at the address where the discount will be received. 
�z Must meet income guidelines specified below or someone in household must be enrolled in a qualified 

public assistance program. 
�z Household income must meet program guidelines starting at $31,860/year for 1-2 persons per household 

to $81,780/year for 8 persons per household ($8,320 for each additional person). 
�z Required to recertify eligibility every 2 years, or 4 years if have documentation proving handicapped or 

elderly (62 years of age or older). 
�z Residential single-family households, agricultural employee housing facilities, migrant farm worker housing 

center, and non-profit group living facilities can apply. 

More Information 
https://www.calwater.com/community/lira/  

Program: Bathroom Fixture Replacement Program Type: Water Efficiency 
Households Targeted: Low-Income 
Program Description 
Offered to Low-Income Rate Assistance (LIRA) single-family customers in select service areas who have toilets 
that use 1.6 gallons or more per flush. Package includes installation of a high-efficiency WaterSense-labeled 
toilet (including seat), high-efficiency showerhead, and high-efficiency bathroom faucet aerator for each faucet 
(does not replace the faucets themselves). Installation in partnership with Southwest Environmental. Removal 
and disposal of old fixtures is included in the service. 

Eligibility Information 
�z Must be enrolled in the LIRA program offered at California Water Service. 

More Information 
https://www.calwater.com/conservation/install/  



Drinking Water and Wastewater Utility Customer Assistance Programs Appendix B: Utility Snapshots 

B-22 

Los Angeles | Los Angeles Department of Water & Power 
3,855,879 population served  

  

Program: Payment Arrangements Type: Flexible Terms 
Households Targeted: Financial Hardship 
Program Description 
Ability to create a payment plan including payment arrangements, payment extensions, and third party 
notifications for customers that are unable to pay their bill by the due date. Payment plan options include 
between a 20-50% initial payment and between 3-6 months to pay remaining balance. Payment extension 
provides an additional short period of time to extend the current balance due to the next meter read date. Third 
party notifications provide the ability to designate another person to receive mailed copies of disconnection 
notices to alert the customer of a pending shutoff if out of town or unavailable to receive mail. 

Eligibility Information 
�z Must contact the utility to set up payment options. 

More Information 
https://www.ladwp.com/ladwp/faces/ladwp/residential/r -financialassistance/r-fa-
paymentarrangements;jsessionid=zGfhWM6X57qC5ptZp8rhQ11nRVKpllKfyz17pHp4ZRrxljgHWJ8d!123220343
0?_afrLoop=196206243225578&_afrWindowMode=0&_afrWindowId=null#%40%3F_afrWindowId%3D 

Program: Low Income Discount Program Type: Bill Discount 
Households Targeted: Low-Income 
Program Description 
Provides a discount to customers having difficulty paying their electric and/or water bills. 

Eligibility Information 
�z Must be a residential customer. 
�z Household income must meet program guidelines starting at $31,860/year for 1-2 persons per household 

to $81,780/year for 8 persons per household ($8,320 for each additional person). 

More Information 
https://www.ladwp.com/ladwp/faces/wcnav_externalId/r -fa-discont-rate?_adf.ctrl-
state=gmqvma4ug_4&_afrLoop=1187824997820751 

Program: Senior Citizen/Disability Lifeline Rate Type: Lifeline Rate 
Households Targeted: Low-Income Seniors, Low-Income Disabled Persons 
Program Description 
Provides a discount on electric and/or water bill. The discount is available under the provisions of the Los 
Angeles Municipal Code or the Revenue and Taxation Code of the State of California. 

Eligibility Information 
�z Must be a residential customer within the City of Los Angeles and applicant’s name must be on the utility 

bills. 
�z At least 62 years of age or permanently disabled. 
�z The combined adjusted gross income of all members of the household in which the applicant resides in is 

less than $33,200 for the prior calendar year. 
�z The amount of tax imposed on the above utilities is not paid by a public agency or from funds received from 

a public agency specifically for the payment of such tax. 

More Information 
https://www.ladwp.com/ladwp/faces/wcnav_externalId/r -fa-discont-rate?_adf.ctrl-
state=gmqvma4ug_4&_afrLoop=1187824997820751 
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Program: Project ANGEL Type: Temporary Assistance 
Households Targeted: Low-Income, Seniors 
Program Description 
Helps low-income and elderly residential customers meet their energy and water needs. Priority is given to those 
who are not eligible for other aid or assistance. Administered by the United Way. 

Eligibility Information 
�z Applicant must be customer of Los Angeles Department of Water & Power. 
�z Must be a residential customer. 
�z Should be classified low-income or elderly; priority given to those who are not eligible for other assistance. 

More Information 
https://www.ladwp.com/ladwp/faces/wcnav_externalId/r -fa-assist-prog?_adf.ctrl-
state=gmqvma4ug_4&_afrLoop=1188190700923581 

Los Angeles County | California American Water, Baldwin 
21,589 population served  

  

Program: Low-Income Rate Payer Assistance Program Type: Bill Discount 
Households Targeted: Low-Income 
Program Description 
Provides a monthly discount on water or wastewater charges. 

Eligibility Information 
�z Must be an individually metered residential customer. 
�z Water utility bill for service for the residence must be in applicant’s name. 
�z Not be claimed as a dependent on another person’s tax return. 
�z Must reapply if applicant changes personal residence. 
�z Must renew the application every 2 years, or sooner, if requested. 
�z Total annual income cannot exceed program guidelines starting at $31,860/year for 1-2 persons per 

household to $81,780/year for 8 persons per household ($8,320 for each additional person). 
�z Must notify California American Water within 30 days if become ineligible for the program. 

More Information 
http://www.amwater.com/caaw/Customer-Service/Rates-Information/low-income-program.html 
http://www.amwater.com/files/CA_H2O-2015_FINAL2-rev[2].pdf 

Program: Payment Arrangements Type: Flexible Terms 
Households Targeted: Financial Hardship 
Program Description 
Offers customers ability to create a plan to pay the balance of their bill over time. 

Eligibility Information 
�z Must pay at least 25% of the bill within 48 hours of the call. 
�z Must pay the rest of the bill, including any applicable late payment charge, according to an agreed upon 

schedule (not to exceed 6 months). 
�z Must pay future bills as they become due. 
�z Only customers who have not broken similar agreements in the past 12 months are eligible to make these 

payment arrangements. 

More Information 
http://www.amwater.com/caaw/Customer-Service/Rates-Information/low-income-program.html 
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Los Angeles County | California American Water, Duarte 
18,397 population served  

  

Program: Low-Income Rate Payer Assistance Program Type: Bill Discount 
Households Targeted: Low-Income 
Program Description 
Provides a monthly discount on water or wastewater charges. 

Eligibility Information 
�z Must be an individually metered residential customer. 
�z Water utility bill for service for the residence must be in applicant’s name. 
�z Not be claimed as a dependent on another person’s tax return. 
�z Must reapply if applicant changes personal residence. 
�z Must renew the application every 2 years, or sooner, if requested. 
�z Total annual income cannot exceed program guidelines starting at $31,860/year for 1-2 persons per 

household to $81,780/year for 8 persons per household ($8,320 for each additional person). 
�z Must notify California American Water within 30 days if become ineligible for the program. 

More Information 
http://www.amwater.com/caaw/Customer-Service/Rates-Information/low-income-program.html 
http://www.amwater.com/files/CA_H2O-2015_FINAL2-rev[2].pdf 

Program: Payment Arrangements Type: Flexible Terms 
Households Targeted: Financial Hardship 
Program Description 
Offers customers ability to create a plan to pay the balance of their bill over time. 

Eligibility Information 
�z Must pay at least 25% of the bill within 48 hours of the call. 
�z Must pay the rest of the bill, including any applicable late payment charge, according to an agreed upon 

schedule, not to exceed 6 months. 
�z Must pay future bills as they become due. 
�z Only customers who have not broken similar agreements in the past 12 months are eligible to make these 

payment arrangements. 

More Information 
http://www.amwater.com/caaw/Customer-Service/Rates-Information/low-income-program.html 
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Los Angeles County | California American Water, San Marino 
40,804 population served  

  

Program: Low-Income Rate Payer Assistance Program Type: Bill Discount 
Households Targeted: Low-Income 
Program Description 
Provides a monthly discount on water or wastewater charges. 

Eligibility Information 
�z Must be an individually metered residential customer. 
�z Water utility bill for service for the residence must be in applicant’s name. 
�z Not be claimed as a dependent on another person’s tax return. 
�z Must reapply if applicant changes personal residence. 
�z Must renew the application every 2 years, or sooner, if requested. 
�z Total annual income cannot exceed program guidelines starting at $31,860/year for 1-2 persons per 

household to $81,780/year for 8 persons per household ($8,320 for each additional person). 
�z Must notify California American Water within 30 days if become ineligible for the program. 

More Information 
http://www.amwater.com/caaw/Customer-Service/Rates-Information/low-income-program.html 
http://www.amwater.com/files/CA_H2O-2015_FINAL2-rev[2].pdf 

Program: Payment Arrangements Type: Flexible Terms 
Households Targeted: Financial Hardship 
Program Description 
Offers customers ability to create a plan to pay the balance of their bill over time. 

Eligibility Information 
�z Must pay at least 25% of the bill within 48 hours of the call. 
�z Must pay the rest of the bill, including any applicable late payment charge, according to an agreed upon 

schedule (not to exceed 6 months). 
�z Must pay future bills as they become due. 
�z Only customers who have not broken similar agreements in the past 12 months are eligible to make these 

payment arrangements. 

More Information 
http://www.amwater.com/caaw/Customer-Service/Rates-Information/low-income-program.html 



Drinking Water and Wastewater Utility Customer Assistance Programs Appendix B: Utility Snapshots 

B-26 

Los Angeles County | San Gabriel Valley Water Company, El Monte 
272,082 population served   

 

Program: California Alternate Rates for Water Type: Bill Discount 
Households Targeted: Low-Income 
Program Description 
Provides a discount for low-income customers. Based upon the same income qualification guidelines that are 
used by the electric and gas California Alternate Rate for Energy (CARE) programs. 

Eligibility Information 
�z Customer must receive water service through a 1-inch or smaller water meter. 
�z Utility bill must be in applicant’s name. 
�z Cannot be claimed as a dependent on another person’s tax return. 
�z Someone in the household participates in a qualifying Public Assistance Program or Total Gross Annual 

Income ranges from $31,860 for 1-2 persons living in the household to $81,780 for 8 persons living in the 
household. 

�z Required to recertify eligibility every 2 years. 

More Information 
http://www.sgvwater.com/customer-service/carw-information/  

Marin County | Marin Municipal Water District  
190,800 population served   

 

Program: Service Charge Waiver Program for Low-Income Customers Type: Bill Discount, Water 
Efficiency 
Households Targeted: Low-Income 
Program Description 
Waives the bimonthly meter service charge. The water used is billed according to usual and current rate 
structure. 

Eligibility Information 
�z Household income must meet program guidelines starting at $38,750/year for 1 person per household to 

$73,100/year for 8 or more persons per household. 
�z Must install low-volume shower heads in all bathrooms and low-volume washers on all faucets in the home. 
�z Be a single-family residential customer with a meter size no larger than 1-inch. 
�z Have the water service in applicant’s name (apartment complexes or mobile home parks with a master 

meter do not qualify). 
�z Applicant may not be claimed as a dependent on another person’s income tax return. 

More Information 
https://www.marinwater.org/229/Discounted -Rate-Programs 
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Program: Medical Disability Discount Type: Lifeline Rate, Water Efficiency 
Households Targeted: Disabled Persons 
Program Description 
Offers an additional nine CCFs of water to be billed at the Tier 1 base rate. 

Eligibility Information 
�z Applicant must establish disability through doctor verification. 
�z Must install low-volume shower heads, ultra-low-flush toilets, and faucet aerators. 
�z Be a single-family residential customer with a meter size no larger than 1-inch. 
�z Have the water service in applicant’s name (apartment complexes or mobile home parks with a master 

meter do not qualify). 
�z May not be claimed as a dependent on another person’s income tax return. 

More Information 
https://www.marinwater.org/229/Discounted -Rate-Programs 

Marysville | California Water Service, Marysville 
12,017 population served   

 

Program: Low-Income Rate Assistance (LIRA) Type: Bill Discount 
Households Targeted: Low-Income 
Program Description 
Provides a 50% discount (up to $18) of the monthly 5/8-inch meter service charge for qualified customers. 

Eligibility Information 
�z Bill must be in the applicant’s name. 
�z Must live at the address where the discount will be received. 
�z Must meet income guidelines specified below or someone in household must be enrolled in a qualified 

public assistance program. 
�z Household income must meet program guidelines starting at $31,860/year for 1-2 persons per household 

to $81,780/year for 8 persons per household ($8,320 for each additional person). 
�z Required to recertify eligibility every 2 years, or 4 years if have documentation proving handicapped or 

elderly (62 years of age or older). 
�z Residential single-family households, agricultural employee housing facilities, migrant farm worker housing 

center, and non-profit group living facilities can apply. 

More Information 
https://www.calwater.com/community/lira/  
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Modesto | City of Modesto 
212,000 population served  

  

Program: Senior/Disabled Low Income Discount Type: Bill Discount 
Households Targeted: Low-Income Seniors, Low-Income Disabled Persons 
Program Description 
Provides a 25% discount on utility bills for qualifying customers. 

Eligibility Information 
�z Must be at least 60 years of age or disabled. 
�z Must be receiving social security/retirement benefits or disability benefits. 
�z Total household income must not exceed $22,400 annually. 

More Information 
https://www.modestogov.com/fin/utilities/discount.asp  

Monterey | California American Water, Monterey 
96,754 population served  

  

Program: Low-Income Rate Payer Assistance Program Type: Bill Discount 
Households Targeted: Low-Income 
Program Description 
Provides a monthly discount on water or wastewater charges. 

Eligibility Information 
�z Must be an individually metered residential customer. 
�z Water utility bill for service for the residence must be in applicant’s name. 
�z Not be claimed as a dependent on another person’s tax return. 
�z Must reapply if applicant changes personal residence. 
�z Must renew the application every 2 years, or sooner, if requested. 
�z Total annual income cannot exceed program guidelines starting at $31,860/year for 1-2 persons per 

household to $81,780/year for 8 persons per household ($8,320 for each additional person). 
�z Must notify California American Water within 30 days if become ineligible for the program. 

More Information 
http://www.amwater.com/caaw/Customer-Service/Rates-Information/low-income-program.html 
http://www.amwater.com/files/CA_H2O-2015_FINAL2-rev[2].pdf 
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Program: Payment Arrangements Type: Flexible Terms 
Households Targeted: Financial Hardship 
Program Description 
Offers customers ability to create a plan to pay the balance of their bill over time. 

Eligibility Information 
�z Must pay at least 25% of the bill within 48 hours of the call. 
�z Must pay the rest of the bill, including any applicable late payment charge, according to an agreed upon 

schedule (not to exceed 6 months). 
�z Must pay future bills as they become due. 
�z Only customers who have not broken similar agreements in the past 12 months are eligible to make these 

payment arrangements. 

More Information 
http://www.amwater.com/caaw/Customer-Service/Rates-Information/low-income-program.html 

Napa | Napa Sanitation District 
75,000 population served   

 

Program: Low Income Assistance Program Type: Bill Discount 
Households Targeted: Low-Income, Non-profit Organizations 
Program Description 
Provides a discount on the Sewer Service Charge for low-income owner-occupied homes and for 501(c)(3) non-
profit organizations that provide housing to low-income renters. 

Eligibility Information 
�z Criteria for home owners: 

o Applicant must own home and live in the home as primary residence. 
o Must be billed the Sewer Service Charge on applicant’s property tax bill. 
o Household income must be at or below 60% of the area’s median family income. 

�z Non-profit organizations must rent 85% or more of each property applying to tenants that have household 
earnings of 60% or less of area median family income. 

More Information 
http://www.napasan.com/Pages/ContentMenu.aspx?id=70 
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Palmdale | Palmdale Water District 
115,000 population served   

 

Program: Rate Assistance Program Type: Bill Discount 
Households Targeted: Low-Income, Low-Income Seniors, Veterans 
Program Description 
Offers assistance by covering up to 50% of monthly service charges on a first-come, first-serve basis. 

Eligibility Information 
�z Applicant must be a property owner or renter. 
�z Priority is provided to customers who are low-income seniors aged 62 and older and veterans. 
�z Must be enrolled in Southern California Edison’s or Southern California Gas’ CARE program. 
�z Maximum total gross household income must meet program guidelines starting at $31,460/year for 1 

person per household to $80,180/year for 8 persons per household ($8,120 for each additional person). 
�z Be a District residential customer with a 5/8-inch or 3/4-inch water meter. 
�z Not be claimed as a dependent on another person’s federal or state income tax return. 

More Information 
http://www.palmdalewater.org/customer-service/rate-assistance-program/ 

Palo Alto | City of Palo Alto Utilities 
218,005 population served  

  

Program: Project Pledge Type: Temporary Assistance 
Households Targeted: Financial Hardship 
Program Description 
Provides a one-time financial hardship credit of up to $750 applied to the outstanding balance of the 
applicant’s city of Palo Alto Utilities account. 

Eligibility Information 
�z Applicant is unemployed and either single or with a live-in, non-working, spouse/domestic partner. 
�z Have unexpected acute medical condition or unexpected unreimbursed medical expenses. 
�z Experienced recent death of either the customer or live-in spouse/domestic partner. 
�z Must also enroll in the Residential Energy Assistance Program. 

More Information 
http://www.cityofpaloalto.org/gov/depts/utl/billpay/assist.asp  
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Program: Rate Assistance Program Type: Bill Discount 
Households Targeted: Financial Hardship 
Program Description 
Provides a 20% discount on storm drain charges. 

Eligibility Information 
�z Household income must meet program guidelines starting at $37,250/year for 1 person per household to 

$70,200/year for 8 persons per household ($4,250 for each additional person). 
�z Households with Social Security Income, Temporary Assistance for Needy Families, and Supplemental 

Nutrition Assistance Program (food stamps) recipients automatically qualify for the discount even if the total 
household income exceed the income guideline. 

More Information 
http://cityofpaloalto.org/gov/depts/utl/billpay/assist.asp  

Palos Verdes | California Water Service, Palos Verdes 
69,883 population served   

 

Program: Low-Income Rate Assistance (LIRA) Type: Bill Discount 
Households Targeted: Low-Income 
Program Description 
Provides a 50% discount (up to $18) of the monthly 5/8-inch meter service charge for qualified customers. 

Eligibility Information 
�z Bill must be in the applicant’s name. 
�z Must live at the address where the discount will be received. 
�z Must meet income guidelines specified below or someone in household must be enrolled in a qualified 

public assistance program. 
�z Household income must meet program guidelines starting at $31,860/year for 1-2 persons per household 

to $81,780/year for 8 persons per household ($8,320 for each additional person). 
�z Required to recertify eligibility every 2 years, or 4 years if have documentation proving handicapped or 

elderly (62 years of age or older). 
�z Residential single-family households, agricultural employee housing facilities, migrant farm worker housing 

center, and non-profit group living facilities can apply. 

More Information 
https://www.calwater.com/community/lira/  

Program: Bathroom Fixture Replacement Program Type: Water Efficiency 
Households Targeted: Low-Income 
Program Description 
Offered to Low-Income Rate Assistance (LIRA) single-family customers in select service areas who have toilets 
that use 1.6 gallons or more per flush. Package includes installation of a high-efficiency WaterSense-labeled 
toilet (including seat), high-efficiency showerhead, and high-efficiency bathroom faucet aerator for each faucet 
(does not replace the faucets themselves). Installation in partnership with Southwest Environmental. Removal 
and disposal of old fixtures is included in the service. 

Eligibility Information 
�z Must be enrolled in the LIRA program offered at California Water Service. 

More Information 
https://www.calwater.com/conservation/install/  
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Rancho Cucamonga | Cucamonga Valley Water District 
182,586 population served   

 

Program: Customer Assistance Program (CAP) Type: Bill Discount 
Households Targeted: Low-Income 
Program Description 
Provides a $4.00 deduction on the bimonthly billing statement. Funded by the District from unrestricted rental 
income that the District receives every month through the rental of District property. 

Eligibility Information 
�z Must be a residential customer. 
�z Applicant’s name must appear on the utility statement. 
�z Household income must meet program guidelines starting at $31,860/year for 1-2 persons per household 

to $81,780/year for 8 persons per household. 

More Information 
http://www.cvwdwater.com/329/Customer-Assistance-Program 

Riverside | Riverside Public Utilities 
303,871 population served  

  

Program: Sharing Household Assist Riverside’s Energy program (SHARE) Type: Bill Discount 
Households Targeted: Low-Income 
Program Description 
Assists low-income residents with utility bills. Funded by the state mandated Public Benefits Charge, as well as 
other voluntary customer contributions. 

Eligibility Information 
�z Must contact the utility to determine eligibility. 

More Information 
http://www.riversideca.gov/utilities/pdf/NewsLetter/2013/December -2013-Back-of-Bill.pdf 

Program: Level Pay Plan Type: Flexible Terms 
Households Targeted: All Residential Customers 
Program Description 
Helps customers even out their utility bill payments over the entire year. 

Eligibility Information 
�z Must contact the utility to determine eligibility. 

More Information 
http://www.riversideca.gov/utilities/pdf/NewsLetter/2013/December -2013-Back-of-Bill.pdf 
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Riverside County | Western Municipal Water District  
800,000 population served   

 

Program: Bill Payment Assistance Type: Bill Discount 
Households Targeted: Low-income 
Program Description 
Offers bill payment assistance to qualified low-income residential water/sewer customers. The amount of 
assistance equal to the lesser of the balance due or $150. Maximum assistance is $150 during a 12-month 
period. 

Eligibility Information 
�z Must be a residential customer. 
�z Account is past due. 
�z Be a current participant of the California Alternate Rates for Energy Program (CARE) program offered by the 

gas or electric company. 

More Information 
http://wmwd.com/index.aspx?nid=394 

Sacramento | City of Sacramento 
486,189 population served  

  

Program: Utilities Rate Assistance Program (URAP) Type: Bill Discount 
Households Targeted: Low-Income 
Program Description 
Provides up to a $13 credit on the monthly utility bill for up to one year. The credit is designed to help 
households offset some of the recent water, wastewater and recycling, and solid waste rate increases. 

Eligibility Information 
�z Must reside at the property where the discount is received. 
�z Property must consist of a single-family residential structure, or a condominium or townhome unit. 
�z Household income must meet program guidelines starting at $23,540/year for 1-2 persons per household 

to $81,780/year for 8 persons per household ($8,320 for each additional person). 
�z Tenants must currently be paying a utility bill. 

More Information 
http://www.cityofsacramento.org/Utilities/Services/Rate-Assistance-Program 
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Sacramento and Yolo Counties | Sacramento Regional Sanitation District 
1,475,377 population served   

 

Program: Sewer Lifeline Rate Assistance Program Type: Bill Discount 
Households Targeted: Low-Income 
Program Description 
Offers customers a savings of $75-$100/year on the conveyance and treatment portion of their sewer bill. 

Eligibility Information 
�z Must be a homeowner or renter (it is not available to landlords for their rental properties). 
�z Applicant’s name must appear on the sewer bill and must live at the address for which the rebate is being 

requested. 
�z Household income must meet program guidelines starting at $31,860/year for 1-2 persons per household 

to $65,140/year for 6 persons per household ($8,320 for each additional person). 

More Information 
www.sewerlifeline.com 

Salinas | California Water Service, Salinas 
117,681 population served   

 

Program: Low-Income Rate Assistance (LIRA) Type: Bill Discount 
Households Targeted: Low-Income 
Program Description 
Provides a 50% discount (up to $18) of the monthly 5/8-inch meter service charge for qualified customers. 

Eligibility Information 
�z Bill must be in the applicant’s name. 
�z Must live at the address where the discount will be received. 
�z Must meet income guidelines specified below or someone in household must be enrolled in a qualified 

public assistance program. 
�z Household income must meet program guidelines starting at $31,860/year for 1-2 persons per household 

to $81,780/year for 8 persons per household ($8,320 for each additional person). 
�z Required to recertify eligibility every 2 years, or 4 years if have documentation proving handicapped or 

elderly (62 years of age or older). 
�z Residential single-family households, agricultural employee housing facilities, migrant farm worker housing 

center, and non-profit group living facilities can apply. 

More Information 
https://www.calwater.com/community/lira/  
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San Carlos, San Mateo, South San Francisco | California Water Service, Bayshore 
102,893 population served   

 

Program: Low-Income Rate Assistance (LIRA) Type: Bill Discount 
Households Targeted: Low-Income 
Program Description 
Provides a 50% discount (up to $18) of the monthly 5/8-inch meter service charge for qualified customers. 

Eligibility Information 
�z Bill must be in the applicant’s name. 
�z Must live at the address where the discount will be received. 
�z Must meet income guidelines specified below or someone in household must be enrolled in a qualified 

public assistance program. 
�z Household income must meet program guidelines starting at $31,860/year for 1-2 persons per household 

to $81,780/year for 8 persons per household ($8,320 for each additional person). 
�z Required to recertify eligibility every 2 years, or 4 years if have documentation proving handicapped or 

elderly (62 years of age or older). 
�z Residential single-family households, agricultural employee housing facilities, migrant farm worker housing 

center, and non-profit group living facilities can apply. 

More Information 
https://www.calwater.com/community/lira/  

Program: Bathroom Fixture Replacement Program Type: Water Efficiency 
Households Targeted: Low-Income 
Program Description 
Offered to Low-Income Rate Assistance (LIRA) single-family customers in select service areas who have toilets 
that use 1.6 gallons or more per flush. Package includes installation of a high-efficiency WaterSense-labeled 
toilet (including seat), high-efficiency showerhead, and high-efficiency bathroom faucet aerator for each faucet 
(does not replace the faucets themselves). Installation in partnership with Southwest Environmental. Removal 
and disposal of old fixtures is included in the service. 

Eligibility Information 
�z Must be enrolled in the LIRA program offered at California Water Service. 

More Information 
https://www.calwater.com/conservation/install/  
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San Diego County | California American Water, Coronado 
96,754 population served  

  

Program: Low-Income Rate Payer Assistance Program Type: Bill Discount 
Households Targeted: Low-Income 
Program Description 
Provides a monthly discount on water or wastewater charges. 

Eligibility Information 
�z Must be an individually metered residential customer. 
�z Water utility bill for service for the residence must be in applicant’s name. 
�z Not be claimed as a dependent on another person’s tax return. 
�z Must reapply if applicant changes personal residence. 
�z Must renew the application every 2 years, or sooner, if requested. 
�z Total annual income cannot exceed program guidelines starting at $31,860/year for 1-2 persons per 

household to $81,780/year for 8 persons per household ($8,320 for each additional person). 
�z Must notify California American Water within 30 days if you become ineligible for the program. 

More Information 
http://www.amwater.com/caaw/Customer-Service/Rates-Information/low-income-program.html 
http://www.amwater.com/files/CA_H2O-2015_FINAL2-rev[2].pdf 

Program: Payment Arrangements Type: Flexible Terms 
Households Targeted: Financial Hardship 
Program Description 
Offers customers ability to create a plan to pay the balance of their bill over time. 

Eligibility Information 
�z Must pay at least 25% of the bill within 48 hours of the call. 
�z Must pay the rest of the bill, including any applicable late payment charge, according to an agreed upon 

schedule (not to exceed 6 months). 
�z Must pay future bills as they become due. 
�z Only customers who have not broken similar agreements in the past 12 months are eligible to make these 

payment arrangements. 

More Information 
http://www.amwater.com/caaw/Customer-Service/Rates-Information/low-income-program.html 



Drinking Water and Wastewater Utility Customer Assistance Programs Appendix B: Utility Snapshots 

B-37 

San Francisco | San Francisco Water, Power, and Sewer 
2,600,000 population served 

   

Program: Community Assistance Program (CAP) Type: Bill Discount 
Households Targeted: Low-Income 
Program Description 
Offers qualifying residential single-family customers a 15% discount on water and a 35% discount on sewer 
charges. 

Eligibility Information 
�z Water and sewer bill must be in the applicant’s name. 
�z Be a full-time resident at the address where the discount will be received. 
�z Only have one water service account with the San Francisco Public Utilities Commission (SFPUC). 
�z Not claimed as a dependent on another person’s tax return. 
�z Pay bills by the due date. 
�z Household income must meet program guidelines starting at $31,860/year for 1-2 persons per household 

to $56,820/year for 5 persons per household ($8,320 for each additional person). 
�z Total annual bills must not exceed 5% of total combined gross income. 
�z Participate in a Water-Wise Evaluation. 
�z Water use should not exceed the acceptable range of daily water use per household occupant as 

determined by SFPUC. 

More Information 
http://www.sfwater.org/index.aspx?page=131 

San Jose | San Jose Water Company 
998,000 population served 

   

Program: Water Rate Assistance Program (WRAP) Type: Bill Discount 
Households Targeted: Low-Income 
Program Description 
Provides a 15% discount on the total water bill. 

Eligibility Information 
�z Bill must be in the customer’s name or must be a submetered tenant in a mobile home park. 
�z May not be claimed as a dependent on another person’s tax return. 
�z Household income must meet program guidelines starting at $31,860/year for 1-2 persons per household 
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