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	CUSTOMER SERVICE ISSUES

RESPONSE TO JANUARY LIOB INQUIRIES

CLASS A WATER UTILITIES

	Description
	California Water Service
	Golden State Water
	California American Water
	San Jose Water
	Suburban Water
	San Gabriel Valley Water
	Park Water
	Apple Valley Ranchos

Water
	Valencia Water
	Great Oaks Water

	Bill Paying Assistance other than Low-Income Program
	(
	(
	(
	(
	(
	(
	(
	(
	(
	(

	Shut off for Non-Payment
	
	
	
	
	
	
	
	
	
	

	    Assistance Provided 1
	(
	(
	(
	(
	(
	(
	(
	(
	(
	(

	    Total Number Shut Off in 2006
	
	11,986
	3,245
	8,936
	4,837
	11,636
	900
	1,232
	400
	678

	    LI Customers Shut Off in 2006
	
	427
	18
	137
	No LI in 2006
	Not Tracked
	No LI in 2006
	30
	No LI in 2006
	2

	Community Outreach
	
	
	
	
	
	
	
	
	
	

	   As Part of a CPUC Proceeding
	(
	(
	(
	(
	(
	(
	(
	(
	(
	(

	   Other
	
	
	(
	(
	(
	(
	(
	(
	(
	(

	Water Conservation
	
	
	
	
	
	
	
	
	
	

	    All Customers
	(
	(
	(
	(
	(
	(
	(
	(
	(
	(

	   Low-Income
	
	
	
	
	
	
	
	
	
	

	Low-Income Rate Assistance
	(
	(
	(
	(
	
	(
	(
	(
	(
	


Notes: ( Signifies utility has program. Blank signifies no program.

1  Per Rule 11, all Class A water utilities provide a standard form of shut-off assistance – if a customer initiates a billing complaint or requests an extension of payments within a specific amount of time, or if the customer is elderly, handicapped, or water service is required by a physician, they receive shut-off assistance.  In addition, Golden State Water provides shut-off assistance to Military Families.

	CUSTOMER SERVICE ISSUES

RESPONSE TO JANUARY LIOB INQUIRIES

SAMPLE OF MUNCIPAL WATER PROVIDERS

	Description
	Burbank Water and Power
	East Bay Municipal Utility District
	Los Angeles Department of Water and Power
	City of San Diego

	Bill Paying Assistance 
	(
	(
	(
	(

	Shut off for Non-Payment
	
	
	
	

	Community Outreach
	Online and Speakers 
	Online, Board Meetings, and Education
	Online, Board Meetings, and Neighborhood Councils
	Online and Speakers

	Water Conservation
	
	
	
	

	     All Customers
	(
	(
	(
	(

	     Low-Income
	
	
	
	

	Low-Income Rate Assistance
	(
	(
	(
	


Notes: √ Signifies utility has program. Blank signifies no program.
REGULATED CLASS A 
BILL PAYING ASSISTANCE PROGRAMS OTHER THAN LOW-INCOME PROGRAM AND COMMUNITY OUTREACH
Currently, there is no CPUC standard for Bill Paying Assistance Programs, though each utility does provide some assistance in the case of imminent shut-off, per Rule 11.  Each utility provides a standard level of outreach per Commission requirements – summarized below are the specific types of outreach performed in addition to that required by the Commission.  
· California Water Service

· No assistance other than per Rule 11.
· Golden State Water

· Military Family Relief Program provides a 180-day shut off protection and extended payment plan to the family/dependents of military personnel.  This program defers and does not forgive water bills.
· California-American Water

· No assistance other than per Rule 11.
· Meets with community based organizations, local government, and public and private utilities. Also utilizes customer surveys.
· San Jose Water

· Provides Rule 11 assistance, and is willing in some cases to arrange payment terms for customers.
· Meets with community based organizations, local government, and public and private utilities.
· Suburban Water

· Military Family Relief Program provides a 180-day shut off protection, ability to repay past due amounts over a reasonable amount of time, and does not charge late fee or interest.  This program does not void or limit the obligation to pay for utility service.  
· Offers payment arrangements to customers that are having difficulty paying their bills and want to extend the payments over a reasonable period of time. 
· Customer contact is received through customer service calls and e-mails.  Company participated in Earth Day fairs and other community events and coordinated with local water districts.
· San Gabriel Valley Water

· Payment extensions and arrangements, such as installment payment plans.
· Non-beneficial Courtesy Use Adjustments – adjustment to bill when, a leak has occurred that has now been repaired.  This adjustment amounts to up to 50% of the charges for the excess quantity.
· In future, may seek input from customers and other interest parties in review of its water conservation plan.
· Park Water

· Payment extensions are offered.
· Sent survey's to customers to determine information and services that customers wanted and needed, and works with local water wholesaler.
· Apple Valley Ranchos Water

· Payment extensions are offered.
· Is a member of and works with local agencies which promote water conservation and participates in annual events.
· Valencia Water

· Allow customer to make payment arrangements when they have difficulty paying the full amount of the bill.
· Obtains input from customers, local government, and community organizations.
· Great Oaks Water 
· No assistance other than per Rule 11.
· Receives written input from interested parties.
REGULATED CLASS A
WATER CONSERVATION PROGRAMS
As stated in the Water Action Plan, strengthening water conservation programs is a critical objective of the CPUC.  This is illustrated by the various cases involving water conservation that are currently being addressed by the Commission.  Summarized below are the current water conservation programs offered by Class A water utilities.  

· California Water Service

· Provides low-flow plumbing fixtures & Rebates for residential water efficient products
· Website provides links to conservations tips, websites, and education programs & materials.

· Golden State Water

· Rebates for residential and commercial water efficient products 
· Provides residential and commercial low-flow plumbing fixtures & landscape seminars.
· Educational programs in schools

· Water audits
· California-American Water

· Provides low-flow plumbing fixtures
· Conservation tips, brochures, and educational mailers

· Educations children and adults

· Work with low-income community and community organizations to distribute low-flow plumbing fixtures

· Work with other water and energy purveyors in rebate programs for Residential and CII
· San Jose Water

· Provides low-flow plumbing fixtures & Rebates for water efficient products
· Leak detection & water audit
· Written Conservation tips 

· Suburban Water

· Provides low-flow plumbing fixtures & Rebates for water efficient products
· Leak detection

· Elementary School educational materials
· Conservation tips and brochures
· San Gabriel Valley Water

· Water conservation kits and water audits 
· Speakers available to schools and organizations

· Bill information – usage comparison to last year, High Consumption Notice

· Provides recycled water to certain customers

· Distribution System leak monitoring

· Rebate programs
· Park Water and Apple Valley Ranchos Water
· Water Survey, water audits, leak detection, and valve inspection, meter & main replacement
· Retrofits,  provides low-flow plumbing fixtures, and conservation kits

· Brochures, bill inserts, community speakers, in-school educational programs, & landscape conservation programs.
· Rebate programs
· Valencia Water

· Water audits, online conservation tips, conservation information in bills, & Landscape Education Program brochures
· Rebates for water efficient products
· Great Oaks Water - None
SELECTION OF MUNICIPAL 
LOW-INCOME RATE ASSISTANCE and BILL PAYING ASSISTANCE PROGRAMS
The following is a summary of low-income rate assistance and bill-paying assistance programs offered by municipal water utilities that operate in California. These entities provide a variety of programs similar to those provided by the CPUC regulated Class A water utilities, though one, City of San Diego, provides no low-income assistance.
· Burbank Water and Power

· Low-Income Rate Assistance is provided on electric, garbage, and sewer, but not water bill.

· Discounted rates provided to low-income Seniors and Disabled Customers as well as all customers requiring regular use of life-support equipment. 

· Temporary financial assistance provided to water and electric customers via “Project Share”, which is supported by voluntary donations from the community.

· Level Pay Program allows customers to spread monthly bills over a full year.
· East Bay Municipal Utility District

· Low-Income assistance is provided to Residential customers and Homeless Shelters

· Single Family Residential customers receive a 50% discount on their monthly service charge and on their home water usage, up to 1,050 gallons per month.

· Homeless Shelters receive a 50% discount on their meter charge and on their per client water usage, up to 1,050 gallons per month.

· Payment extensions offered online or from Customer Service
· Los Angeles Department of Water and Power

· Residential Low-Income Discount of up to 15% of bill for electric, water, and sewer.

· Project ANGEL (Assist Neighbors by Giving Energy for Living) provides assistance to those who need aid in paying electric and water bills due to illness, unemployment, or other hardships.

· Funded by charitable contributions and is administered by the United Way

· Especially designed for those not eligible for other aid or welfare assistance

· Payment Extensions may be requested from Customer Service

· Customers may also request Partial Payment Arrangements from the DWP Special Collections Unit

· Customer would make installment payments under this arrangement
· City of San Diego

· No low-income rate assistance is provided by the City of San Diego to its water customers.

· No formal bill paying assistance is provided, but on a case by case basis, inquiries can be made to various charitable organizations, such as Catholic Charities and the United Way.

SELECTION OF MUNICIPAL WATER
 CONSERVATION PROGRAMS
The following is a summary of water conservation programs offered by municipal water utilities in California. These entities provide a variety of programs similar to those provided by the CPUC regulated Class A water utilities.
· Burbank Water and Power

· Ultra-Low Flow and High Efficiency Toilet Rebates

· Free Drip Irrigation Kits

· Free Landscape Classes

· Conservation Brochures

· Online Tips

· Low-Flow Showerheads

· Faucet Aerators
· Home Water Audit Kits 
· East Bay Municipal Utility District

· High Efficiency clothes washer rebate

· WaterSmart Irrigation Controller Program

· WaterSmart Residential Landscape Rebate Program

· Free Conservation devices, such as low-flow showerheads and faucet aerators.

· Conservation publications

· On-site water surveys

· Water Saving Workshops

· Commercial & Industrial Programs, including rebates, surveys, information, and conservation related equipment. 
· Los Angeles Department of Water and Power

· High Efficiency clothes washer rebate

· Links to the California Urban Water Conservation Council and H2ouse.org websites, which both provide numerous water saving tips

· Rebate Program for commercial/multi-family customers for high efficiency water devices

· Technical Assistance Program for commercial/industrial/multi-family customers

· Customer installs pre-approved equipment and products that demonstrate water savings

· Incentive amount of up to $100,000 per customer facility is calculated at $1.50 per 1,000 gallons savings over two years, not to exceed the installed cost of the project.
· City of San Diego

· Residential discounts on High-Efficiency Clothes Washers 

· Residential and Commercial Customer Rebates on Ultra Low-Flush Toilets

· Online Landscape Watering Calculator

· Water Conservation Garden – Provides Exhibits, Programs, and Education

· Plumbing Retrofit Ordinance in San Diego requires that all buildings, prior to a change of ownership. 

HOW DO WE USE CALIFORNIA’S WATER?
If we consider ONLY Agricultural and Residential Use:

[image: image2.emf]Total California Agricultural & Residential Water Use

0%

10%

20%

30%

40%

50%

60%

70%

80%

90%

Agricultural - 79% Urban - Muni & Mutual -

17%

Urban - CPUC Regulated

- 4%


If we consider Environmental, Agricultural and Residential Use:

[image: image3.emf]Total California Water Use
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Sources:  Presentation by CEC at 2/26/07 Workshop in R.06-04-010; U.S. Census 2000.
NOTE:  Environmental water consists of the following:  water used by state and federal wild and scenic rivers, instream flow requirements, Bay-Delta outflow requirements and of fresh water wildlife areas. [image: image4.wmf][image: image5.wmf][image: image6.wmf]
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