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Using the control panel

Audio: please choose between 
computer audio or phone call

If you do not hear audio right now, please check your speaker 
volume or enter #[your Audio PIN]# if using phone

Submit questions in the Questions box at any time, and 
press [Send]

Click      to open 
in separate box 
and resize

Click     to open in 
Control Panel

Opening the control panel
Show your control panel

Toggle between full screen/window screen view

All phones/microphones are muted 
for the duration of the webinar

Logistics



Certificate of Completion

Registered attendees can receive a certificate of attendance for participating 

in this webinar today. This webinar has not been submitted to licensing 

agencies for preapproval of continuing education credits. 

• You must attend the entire 1 hour session

• You must register and attend using your real name and unique email 

address 

• Checking with your licensing agency about its rules and criteria for 

credit is your responsibility

Your certificate of attendance will be emailed to you within 30 days of the 

webinar date and you should utilize this document to self-submit for 

continuing education credits. 

If you have questions or need assistance, please contact smallsystems@syr.edu.



The Environmental Finance Center Network (EFCN) 

is a university-based organization promoting innovative 

and sustainable environmental solutions while bolstering 

efforts to manage costs.

About Us 

The Smart Management for Small Water Systems 

Program works in every state, territory, and the Navajo 

Nation. All small drinking water systems are eligible to 

receive free training and technical assistance. 



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

• Environmental Finance Center at Wichita State University

• EFC West

• Government Finance Officers Association (GFOA)

• Great Lakes Environmental Infrastructure Center 

• National Association of Development Organizations (NADO)

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

• Southwest Environmental Finance Center at the University of New Mexico

• Syracuse University Environmental Finance Center

• Environmental Finance Center at the University of Maryland

• Rural Community Assistance Corporation

• Environmental Finance Center at California State University, Sacramento

The Small Systems Program Team
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Topics

Helping customers keep access to water

Loss of revenues

Financial relief and how to deal with revenue 
losses

What you can do now and prepare for in 
system operations

Resilience measures in a pandemic

Assistance and resources

YOUR QUESTIONS



Webinar Registrants 
(24 hours ago)



Helping Customers Keep Access 
to Water



Common Practices

• Suspending cutoffs due to non-payment

• Reconnecting cutoff customers

• Waivers of late fees and penalties

• Collections:
• Extended payment plans

• Alternative payment methods

• What happens after?

• Customer assistance programs



Customer Assistance Programs

How to fund a customer 
assistance program? 

https://efc.sog.unc.edu/resource/navigati
ng-legal-pathways-rate-funded-customer-
assistance-programs-guide-water-and

https://efc.sog.unc.edu/resource/navigating-legal-pathways-rate-funded-customer-assistance-programs-guide-water-and


Poll: have you suspended 
disconnections?



Loss of Revenue



Effects on Revenues

• Suspension of cutoffs, late fees, penalties

• Extension of payment plans

• Inability to pay (affordability) likely to increase

• Water use changes: 
• Commercial: decreasing

• Residential: increasing



Non-Residential Sales by Volume



Revenues from Largest Customers

Source: EFC and NCLM, 2017-18 NC Water and Wastewater Utility Management Survey

https://efc.sog.unc.edu/resource/results-2017-2018-north-carolina-water-and-wastewater-utility-management-survey


Poll: how are your revenues affected?



Financial Relief and How to Deal 
with Revenue Losses



Is there Financial Relief?

• Current federal stimulus bills?
• CARES?

• Payroll Protection Plan (non-governmental)?

• Future federal stimulus?

• Debt forgiveness or flexibility?

• State assistance?



Local Options 

• Manage your costs

• Track your revenue losses

• Use your reserves

• Make use of low-interest loans

• Check in with funding programs

• Re-examine and adjust rates in the future



Financial Strategies in Dealing with Declining 
Demands (Revenues)
Discussed in a Dec 2019 Recorded Webinar

• Reduction and management of operating costs

• Management of capital expenditures

• Build up reserves

• Revenue enhancement

• Rate adjustment approaches

• Alternative rate designs

• Financial performance targets 

https://efcnetwork.org/events/webinar-dealing-with-
declining-water-demand-and-decreasing-customers/

https://efcnetwork.org/events/webinar-dealing-with-declining-water-demand-and-decreasing-customers/


Poll: how long can you pay expenses?



What You Can Do Now and 
Prepare for in System Operations



Asset Management Amid Corona Virus

• Consider the scenario of another operator being required to fill in 

for an operator who is either sick or in quarantine. The outside 

operator may not have any familiarity with the system and it may 

be very difficult for the usual operator to help with asset 

knowledge.

• Do you have a map of your assets?

• If yes, is it accessible to a new operator? Can you leave 

instructions on how to access it? Can you print one out or print it in 

segments and leave it out?

• If no, can you very quickly make up a map, even a very simple, 

hand-drawn one that can help if you become incapacitated or 

otherwise unable to work? There are lots of on-line tools to help. 

You can also reach out to SW EFC for help on how to generate a 

simple map



Asset Management Amid Corona Virus

• Some employees are working from home and may be able 

to work on asset management plans during this time

• Asset management data collection can be done by one 

person at a time so social distancing can be practiced 

while developing an asset management plan

• Developing maintenance plans can be vitally important 

right now to keep equipment running during this pandemic. 

You don’t want to have to call in repair teams or 

contractors or have to order new equipment if you can at 

all help it



Operation & Maintenance Plan Amid 

Corona Virus

• Do you have an operation and maintenance plan? 

• If yes, make sure it is accessible to everyone who may need to 

operate the facility, whether they are your current staff or potentially 

from an outside source

• If no, consider developing one very quickly and making it 

accessible.  It doesn’t have to be fancy, just the basics.  

• Where are key on/off switches, emergency shut-offs, emergency 

generators, and any other important operational equipment?

• Where do you get important chemicals? How do you order?

• What are the main operational tasks per day, per week, per month?

• What data needs to be collected every day, week, month?

• Where are test locations for routine monitoring?

• Where are all necessary supplies located?

• If a new operator can’t handle everything, what are the absolutely critical 

tasks that must be done?

• What maintenance tasks are important daily, weekly, monthly



Emergency Equipment Amid Corona 

Virus

• Do you have emergency equipment on site? 

• If yes, what equipment do you have? Where is it? Is it all in 

working order? Make sure to document the location and type 

of equipment where everyone knows where to find it quickly 

and easily

• If no, what equipment should you have on hand? 

• This is equipment for both corona and non-corona related 

emergencies and should match the needs of the facility.  For 

example, if dangerous chemicals are used or confined spaces are 

in the facility, a breathing apparatus is needed. Other equipment 

may include: eye wear, masks, protective clothing

• Can you procure the necessary equipment? If so, from where? 

Order what you need as soon as possible. Make sure you have 

plenty.



Restarting Customers Who May Have 

Been Shut Off for a While

If you are turning on a customer who was previously shut off before 

corona to give them water service now Or You are turning on a customer 

who was closed for a long period of time during stay at home orders (this 

will be some time after businesses reopen)… 

It is important to consider good flushing practices.  AWWA has 

recommendations on their website: 

https://www.awwa.org/Resources-Tools/Resource-

Topics/Coronavirus#10681543-shutoffs-and-return-to-service-guidance

In general, consider social distancing when talking to or working with 

customers; flush water through lots of fixtures simultaneously; remove 

point of entry or point of use devices as well as aerators; cold flush first 

then hot; consider back flow prevention

https://www.awwa.org/Resources-Tools/Resource-Topics/Coronavirus#10681543-shutoffs-and-return-to-service-guidance


Compliance And Data Collection 

Considerations Amid Corona Virus

• Should you still worry about compliance during a pandemic?

• The answer is ABSOLUTELY!! More important than ever!!

• Furthermore, EPA expects all utilities to continue to comply. We 

presume states are following suit.

• What are some compliance concerns during this specific time?

• Locations of sample sites: if entry into buildings and houses is required at this 

time, can PPE for the operator be provided? What if a business that is a normal 

sample site is closed? Contact your state about potential alternates if none of 

your usual sites will be accessible.

• Is it possible to install specific sample sites that are not inside houses or 

buildings?

• Additional flushing might be required if a business is using much less water than 

normal.

• Do you have a back up lab for sample analysis? If not, consider getting one.  

• Do you have sufficient bottles, reagents, etc. for any testing you need to do? 

Does everyone know where these items are located?



Compliance And Data Collection 

Considerations Amid Corona Virus

• If there is any reason that you cannot meet compliance and it 

is directly related to corona virus, and you believe that you 

should be able to avoid a violation, make sure you save ALL 

RELATED DATA AND INFORMATION

• Err on the side of collecting too much rather than not enough

• You will have to be able to make your case. It may not be 

easy as compliance is expected right now.



Resilience Measures



Resilience Measures in a Pandemic 

• It may be too late now to consider implementing a resilience measure that 

could help in a pandemic, but it is not too late to consider putting some in 

place for the next pandemic (or other emergency that might occur)

• Regionalization

• Water System Cooperation

• Asset Management, particularly asset inventory and mapping

• Reserve Accounts

• Increasing Days of Cash on Hand

• Emergency Response Plan – consider going deeper than ever before

• Tabletop exercises to prepare and test the plan

• Increase awareness of and use of remote technologies (continue to use these even 

after the pressure is off)

• Know who to call for a variety of things: labs, chemicals, regulatory personnel, 

emergency fill-in operator, police, fire, etc.

• Don’t forget to take on these measures after the pressure is off. The next 

emergency may be on the horizon and you need to be prepared.



Assistance and Resources



Resources and News for Utilities

• CDC: cdc.gov/coronavirus

• EPA: epa.gov/coronavirus

• AWWA: awwa.org/coronavirus many free resources now available

• WEF: wef.org/coronavirus

http://www.cdc.gov/coronavirus
https://www.epa.gov/coronavirus
http://www.awwa.org/coronavirus
https://www.wef.org/coronavirus


Resources for Staffing
• There are resources available for staffing if there is a shortage related to the 

pandemic or some other emergency (remember “regular” emergencies will 

continue, such as fire, flood, hurricane, tornadoes)

• WARN programs

• Other assistance providers, such as Rural Water Association, Area Development Districts

• State agencies



What Should Assistance Providers, 

Including AWWA Do to Help

• Continue to support the WARN and other staffing 

assistance programs

• AWWA has made some resources free at this time, 

continue to do more of that

• Lots of free webinars are being presented right now for 

water utilities. These webinars are timely & informative 

& should be continued

• Make Covid-19 information and resources easy to find

• Help utilities connect with suppliers of equipment and 

labs if their normal suppliers are not available



EPA Resources Available

https://www.epa.gov/coronavirus/water-utility-resources-covid-19-pandemic

https://www.epa.gov/coronavirus/water-utility-resources-covid-19-pandemic


EPA Resources Available: Pandemic 

Incident Action Checklist

https://www.epa.gov/coronavirus/water-utility-resources-covid-19-pandemic#checklist

https://www.epa.gov/coronavirus/water-utility-resources-covid-19-pandemic#checklist


Resources From the EFC Network 
(efcnetwork.org)

https://efcnetwork.org/resources/efcn-coronavirus-resources/

https://efcnetwork.org/resources/efcn-coronavirus-resources/


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

http://efcnetwork.org

http://efcnetwork.org/


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

efcnetwork.org/small_systems_blog/

https://efcnetwork.org/financial-implications-of-
covid-19-for-water-and-wastewater-utilities/

https://efcnetwork.org/financial-implications-of-covid-19-for-water-and-wastewater-utilities/


Request Technical Assistance
Select “Request Assistance” under the Assistance Tab off the EFCN homepage to 
access and submit the TA request form electronically. http://efcnetwork.org

http://efcnetwork.org/


Poll: would you like assistance?



Questions?

Heather Himmelberger

heatherh@unm.edu

Shadi Eskaf

eskaf@sog.unc.edu

Erin Riggs

riggs@sog.unc.edu

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