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PRESENTATION OVERVIEW
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FINANCIAL ASSISTANCE  PROGRAMS
(COVID-19) STATE FUNDED

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
• 9,138 customers received credits
• $6,519,358.22 in total was credited to accounts in arrears 
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FINANCIAL ASSISTANCE  PROGRAMS (COVID-19)-                      
STATE FUNDED  CONT’D

        WATER CUSTOMERS - CALIFORNIA WATER & WASTEWATER ARREARAGE PAYMENT PROGRAM (CWWAPP)
•  Covered arrearages between 3/4/20 – 6/15/21
•    6,967 customers received credits
•    $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) 
•   Effective Date 4/1/2020 – 3/31/2022
•  1,132 customers received assistance
•   $994,023.74 total credits received for accounts in arrears
•   Continued to provide funding until funds depleted
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FINANCIAL ASSISTANCE  PROGRAMS (COVID-19)- GWP FUNDED   

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
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OTHER FINANCIAL ASSISTANCE PROGRAMS

LOW-INCOME HOME ENERGY ASSISTANCE PROGRAM (LIHEAP)

       3/2020 – 12/2021 (AMOUNTS CAPTURED DURING COVID-19 QUALIFYING PERIOD)
• 2170 customers received assistance
• $855,476.00 in total credits received for accounts in arrears

1/2022 – 3/2023 (ADDITTIONAL ASSISTANCE RECEIVED AFTER STATE FUNDED 
COVID-19 QUALIFYING DATES) 
• 1407 customers received assistance
• $758,936.00 in total additional credits received 
• Continues to offer financial assistance to low-income electric customers
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IMPACT OF ASSISTANCE PROGRAMS ON ARREARS

• Arrearage from 3/2020 to 2/2022 = $15,794,538.35 (before state funding was credited to accounts)
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$ 
6,130,828.22ARREARS

LIHEAP, $ 855,476.00

LIWHAPP, $ 17,775.86

CARR, $ 994,023.74
Back on Track, $ 

491,492.25

CAPP, $ 6,519,358.22

CWWAPP (only water), 
$ 785,584.06



DISCONNECTION FOR NON-PAYMENT & LATE FEES
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
• Continues to offer payment arrangements as needed
• Refer to financial assistance programs as needed

1346

30

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

2018-19 2019-20 2020-21 2021-22 1st - 3rd Quarter
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ELECTRIC AGING 
(In Millions)

• Most revenue received within 30 days
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WATER AGING 
(In Millions) 

• Most revenue received within 30 days
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UTILITY BILL OVERVIEW

• RESIDENTIAL – BILLED BIMONTHLY 

• Components: 
ACCOUNT SUMMARY

• Previous Balance
• Last Payment (before new bill)

BALANCE FORWARD
• Current Charges
• Electric Total
• Service By Other City Departments Total 
• Taxes Total
• Subtotal
• TOTAL CURRENT CHARGES DUE BY 

TOTAL BALANCE DUE
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UTLITY BILL OVERVIEW CONT’D
ACCOUNT DETAILS

• Meter Reads

ELECTRIC SERVICE
• Customer Charge
• Energy Charge
• Energy Cost Adjustment Charge
• Electric Regulatory Adjustment Charge
• Electric Revenue Decoupling Charge
• Public Benefits Charge
• Electric Total

SERVICE BY OTHER CITY DEPARTMENTS
• Hazardous Waste 
• Sewer Operating Costs
• Service By Other City Departments Total
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UTLITY BILL OVERVIEW CONT’D
TAXES

• City Utility Users Tax
• State Electrical Energy Surcharge
• Taxes Total

TOTAL CURRENT CHARGES

Electric Usage KWH (graph)
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UTLITY BILL OVERVIEW CONT’D
• Term Definitions
• Rates
• Payment options (Paying Your Bill
• Account Responsibility
• Past Due/Delinquent Bills
• What to do if you disagree with 

your bill
• Water or electric emergencies – 

After hours 
• 7-Eleven Cash Only Payment 

Instructions
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#MyGlendale


