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. FINANCIAL ASSISTANCE PROGRAMS
(COVID-19) STATE FUNDED

N PROGRAMS ASSISTED ELECTRIC AND WATER CUSTOMERS
/\: DURING THE COVID-19 PANDEMIC

ELECTRIC CUSTOMERS - CALIFORNIA ARREARAGE PAYMENT
PROGRAM (CAPP)
* Program had 2 phases
* The first phase covered arrearages between 3/4/20-6/15/21
* The second phase covered arrearages between 6/16/21 —12/31/21
e 9,138 customers received credits
e $6,519,358.22 in total was credited to accounts in arrears




INANCIAL ASSISTANCE PROGRAMS (COVID-19
STATE FUNDED CONT’D

WATER CUSTOMERS - CALIFORNIA WATER & WASTEWATER ARREARAGE PAYMENT PROGRAM (CWWAPP)
e Covered arrearages between 3/4/20-6/15/21
* 6,967 customers received credits
e $1,259,476.15 in total were credited to accounts (Water = $785,584.06 &
Wastewater = $473,892.09)

WATER CUSTOMERS —LOW-INCOME HOUSEHOLD WATER ASSISTANCE PROGRAM (LIHWAPP)
* New program to assist residential Water & Wastewater customers

* Minimal customer participation ($17,775.86 in credits received to date)
* Program ends 8/31/2023

ELECTRIC & WATER - CALIFORNIA RENT RELIEF PROGRAM (CARR)
o Effective Date 4/1/2020-3/31/2022
* 1,132 customers received assistance
e $994 023.74 total credits received for accounts in arrears
e Continued to provide funding until funds depleted




BACK ON TRACK WAS OFFERED BY GWP FROM 7/2021 - 8/31/2021
* Electric residential and commercial customers
* 540 customers assisted
* $491,492.25 total credits applied to accounts in arrears

* Program allowed extended payment arrangements for up to 12 months for commercial
accounts and 6 bi-monthly payments for residential accounts




OTHER FINANCIAL ASSISTANCE PROGRAMS

) LOW-INCOME HOME ENERGY ASSISTANCE PROGRAM (LIHEAP)
_ @ _ 3/2020 - 12/2021 (AMOUNTS CAPTURED DURING COVID-19 QUALIFYING PERIOD)

e 2170 customers received assistance
i E g; e S855,476.00 in total credits received for accounts in arrears

1/2022 - 3/2023 (ADDITTIONAL ASSISTANCE RECEIVED AFTER STATE FUNDED
COVID-19 QUALIFYING DATES)

e 1407 customers received assistance
e $758,936.00 in total additional credits received
* Continues to offer financial assistance to low-income electric customers




- OF ASSISTANCE PROGRAMS ON A

CWWAPP (only water),
$ 785,584.06

$
,130,828.22ARREARS

CAPP, $ 6,519,358.22

LIHEAP, $ 855,476.0(

LIWHAPP, $ 17,775.86

Back on Track, G‘

491,492.25 CARR, $ 994,023.74

* Arrearage from 3/2020 to 2/2022 = $15,794,538.35 (before state funding was credited to accounts) o
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CONNECTION FOR NON-PAYMENT & LATE FE

RESUMED

Late Fees — Started back 12/1/22
Disconnections - Started back 1/9/2023
1,346 accounts were disconnected (through 3/31/2023)

98% of customers paid or granted payment arrangements within 24 hours of

"\

disconnection
Process allowed for collecting on delinquent accounts 3
Continues to offer payment arrangements as needed
Refer to financial assistance programs as needed

mTotal Accounts Disconneced for Non-Payment
Total account remaining unpaid within 24 hours
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CUSTOMER SERVICE STATISTICS

METRIC TARGET 2018-19 201920 202021 2021-22 202225
Calls Received n/a 88,656 95 681 91,593 70,908 57,238
Calls Answered Answer 95% of calls offered| 86 287 88.745 86,850 69,000 [ 54,488
Service Level 70% in 30 Seconds 79% 61% 70% 87% 76.3%
Average Talk Time 3:30 min. or Less 4:02 349 416 4:02 4:02
Average Queue Time 1:00 min. or Less 0:00:36 0:01:29 0:55 0:22 I 0:50
Walk in Customer Assistance n/a 72,088 56,997 12176 25738 28,718
Web Inquires Received n/a 7117 12,876 16,513 15,794 [ 12,306
80% within 48 hours 89% 93% 99% 99% 73%

Web Response in 48 Hours

Write-Off to Revenue = 0.2% 0.15% 0.08% 0.20% 0.81% 0.27%




OMER SERVICE STATISTICS-TELEPH

CALL PERFORMANCE
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ELECTRIC AGING
(In Millions)

2022-23
! 0-30 31-60 61-90 91+ Total 0-30 31-60 61-90 91+

Electric
JULY $11.51 $.87 $.62 $3.5)] $16.51 70% 5% 4% 21%
AUGUST $13.02 $.95 $.53 $3.52]] $18.02 72% 5% 3% 20%
SEPTEMBER $16.08 $1.3 $.67 $3.61]| $21.65 74% 6% 3% 17%
OCTOBER $17.26 $1.8 $.95 $3.98] $23.99 72% 7% 4% 17%
NOVEMBER $12.89 $1.91 $1.12 $4.46]] $20.38 63% 9% 5% 22%
DECEMBER $11.06 $1.48 $1.08 $3.32[| $16.94 65% 9% 6% 20%
JANUARY $9.71 $.73 $.91 $3.29]] $14.63 66% 5% 6% 22%
FEBRUARY $9.59 $.68 $.57 $3.18]] $14.02 68% 5% 4% 23%
MARCH $9.41 $.73 $.44 $2.68[| $13.26 71% 5% 3% 20%

* Most revenue received within 30 days




WATER AGING

(In Millions)

202223 0-30 31-60 61-90 91+ Total 0-30 31-60 61-90 91+

Water
JULY $3.19 $.23 $.12 $.55 $4.08 78% 6% 3% 13%
AUGUST 32.74 $.17 $.13 3.59 $3.63 75% 5% 4% 16%
SEPTEMBER 3$3.16 $.25 3.11 $.63 34.16 76% 6% 3% 15%
OCTOBER $3.02 $.21 $.17 3.7 $4.11 73% 5% 4% 17%
NOVEMBER $3.07 $.27 $.15 .77 $4.26 72% 6% 3% 18%
DECEMBER $2.77 $.19 3.15 3.76 $3.87 72% 9% 4% 20%
JANUARY $2.63 $.14 $.11 .71 $3.59 73% 4% 3% 20%
FEBRUARY $2.14 $.12 $.09 $.67 $3.03 71% 4% 3% 22%
MARCH $2.3 $.13 $.07 $.58 $3.08 75% 4% 2% 19%

* Most revenue received within 30 days




UTILITY BILL OVERVIEW

gle ndalego — YT

california SERVICE ADDRESS: 716 E ACACIA AVE 800
ity of Glendale Water & Powsr  Curviomas Service (£55) 5504487 ACCOUNT NUMBER: 10387455-00
141 Mot Glendale Ave Level 2 Phons Payment (855) 758-1539 Bl DATE
Glendale. CA 51106 Faa (81K 2405018 .
e Glendalelf ster AndP cwet com

* RESIDENTIAL — BILLED BIMONTHLY

* Components: I
ACCOUNT SUMMARY SR —
° Previous Balance |.l..l....lll....l.lll'

SO0

PAYMENT SUMMARY

PREVIOUS BALANCE L ar]
PAYMENT SMCE 02-00-2003 -Ha10

* Last Payment (before new bill) | SE 3
BALANCE FORWARD U -

S OOOOMTH OF DS SGIY AU

Tawd Tl 941
SUBTOTAL $131.56
TOTAL CURRENT CHARGE § DUE BY 5000023 15156

TOTAL BALANCE DUE $151.56

* Current Charges
* Electric Total

: : e ey e .
* Service By Other City Departments Total bt o i = £ st s EErErmrnEs

e cuar el m
e Taxes Total ___ e o BB m =

& SU btotal et s Geeta P e OUE QuTE: 830202

Phone  (B55) TE-1539 TOTAL DUE: $151.56
3
Wl 1a1mwm;_l.—u,s PAYMENT OUNT %

* TOTAL CURRENT CHARGES DUE BY - Please Wit Your Account Number On Your Check.

Do Not Attach Or Staple Anything To Your Stub.

TOTAL BALANCE DUE {00 0 0 OO 0

BILL DATE 10023

ACCOUNT NUMBER. 103 Tes0.00 I g
METER NUMBER: SOO0IIITT4 CITY OF GLEMDALE
CUSTOMER: JOHN DO P.O. BOX 29099

SERVICE ADDRESS: 719 E ACACIA AVE 800 GLENDALE CA 91209-5099




UTLITY BILL OVERVIEWCONTD

ACCOUNT DETAILS glendale®e

california

City of Glendale Water & Power  Customer Service (855) 5504437 ACCOUNT NUMBER: 10387450-00
141 North Glendale Ave.. Level 2 Phone Payment (855) 798-1539 BILL DATE: S102023
PY M t R d Glendale, CA 31206 Fax (818) 240-9418 - N
eter eadads www GlendaleWaterAndPower.com ~ B/LL PERIOD: 12012023 to 33012023
DUE DATE: 53012023

ELECTRIC SERVICE I |
Customer Charge R S E
Energy Charge —_ s o g
Energy Cost Adjustment Charge iim?mw N
Electric Regulatory Adjustment Charge o

e
e

Electric Revenue Decoupling Charge

-
‘

m

)

Public Benefits Charge T s o

TOTAL CURRENT CHARGES $151.56

Electric Total Electric Usage  KWH

SERVICE BY OTHER CITY DEPARTMENTS

* Hazardous Waste

* Sewer Operating Costs

* Service By Other City Departments Total



UTLITY BILL OVERVIEW CONT’D

b % MUNICIPAL BILL
g le ndaleé NAME: JOHN DOE
TAX E S california SERVICE ADDRESS: T10 E ACACIA AVE 000

City of Glendale Water & Power  Customer Service (855) 550-44397 ACCOUNT NUMBER: 10387456-00
141 North Glendale Ave_, Level 2 Phone Payment (855) 758-1539 BILL DATE: S102023
Glendale, CA 91206 Fax (818) 240-9418

* City Utility Users Tax T~

— &
. ]
 State Electrical Energy Surcharge i
METER READS ]
Service Meter No. Rate Prior  Current Days  Multiplier Usage §
. I a X e S I Ot a | ELECTRIC 0000233774 LiAa 053580 054153 &0 1 587 kWh E
— Customer Charge 350 g
Energy Charge 7830 f
[Energy Cost Adjustment Charge 851 -

Elctric Regulatory Adpustment Charge o008

[Electric Revenue Decoupling Charge B4

Public Benefits Charge [3.8% of the Electric Total) 450

[Electric Total $132.07

Hazardous Waste (813) 5434030 1.10

Sewer Operating Costs (218) 548-2050 g9a

Service By Other City Departments Total $10.08

TAXES
City Uity Users Tax (7% of the electric and water totals) 824
State Electrical Energy Surcharge (50,0003 per KWh) 017

Electric Usage KWH (graph)

Electric Usage KWH

200
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&8 &8
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B UTLITY BILL OVERVIEW CONT’D
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e Term Definitions

* Rates

* Payment options (Paying Your Bill
* Account Responsibility

e Past Due/Delinquent Bills

* What to do if you disagree with
your bill

* Water or electric emergencies —
After hours

e 7-Eleven Cash Only Payment 1 .
Instructions el e

B T e e Miss ot Pt e
19 LOCATION ¥ g powier %0 pay = Lo, g, S gy bl o & 1 D b (o 0w Py
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