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Compassionate Utility Practices to
Reach Vulnerable Populations

Kelly Caplan,WSSC Water,
Division Manager, Customer Engagement & Advocacy
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Agenda

e WSSC Water Overview

* Early Pandemic Response

e Customer Financial Assistance Resources

e Customer Outreach Activities
e Q&A




WSSC Water Overview

~ 162,000,000

gallons per day

Lsafcga’tgr?gas‘ts per year _ ‘ ‘ ‘ ‘ ‘

delivered to

1.8 million
residents

Est. 1918

Our drinking water
system spans over

95,800 miles

S

% 2 Water 60

=

55 pumping
stations

Y

I ' \ Our wastewater

system spans over

(Yl 5,600 miles |

WSSC Water has
17,000 SS
solar panels \ \

= ©Soo

- 6 Water Resource

Recovery Facilities

Filtration Plants - Tanks

’Q

HYDRANTS

Using wind and solar
energy to reduce our
carbon footprint
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PRIORITIES

WSSC WATER STRATEGIC PLAN
Journey to World Class

MISSION: We are entrusted by our community to provide
safe and reliable water, life’s most precious resource, and
return clean water to our environment, all in an ethical,
sustainable, and financially responsible manner.

‘ Accountability ‘ Collaboration
Environmental B olisfico
Stewardship

‘ Innovation

‘ Simplify
‘ Focus
‘ Connect

VISION

To be THE world-class water utility, where excellent products and services are always on tap.



US Water Alliance

All people need access to
the basics — water, food,
shelter... in order to

participate fully in society. il
When these basic ?)) Xﬁlg‘actee g

conditions are met, our
communities and our
economy thrive.

WA
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“COVID-19 has changed how much
water our customers use on a daily
basis and the added stress of a high
bill can be difficult to manage.VVe
H ere to know many customers will have
questions about their bills, including
H e I p those that receive estimated bills.

We want our customers to know
that we are here to help.”

Carla Reid, CEO and General
Manager

gl
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Compassionate Practices

* At onset of pandemic:

o Recognized public health crisis with water being critical
resource

o Restored water & sewer service to 373 customers

o Proactively began waiving late fees & suspended water

service shutoffs before Governor’s Executive Order
in March 2020

* Changed our program name from affordability to
financial assistance

* Here to Help Campaign launched in June 2020

* Updated CSR script with more compassionate & friendly
language

Estamos Aqui

I+ _.Para Ayudarle
* Recognized entirely new demographic of vulnerable A a
customers with job loss & underemployment due to
P a n d e m i C i i 3 : wsscwater.com/EstamosAquiParaAyudarle

WSSCWATER 7
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Compassionate Outreach

* Reaching out to customers with past due accounts through bi-lingual
letters, robocalls & social media to encourage customers to call about
financial assistance resources and/or payment plans

* As of April 29,2021:

Over 138,000

Nearly 15,000
robocalls made

payment plans
created

Over 118,000
letters sent

WSSCWATER 8
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Water Fund

* Flagship program offering direct financial assistance,
established in1994

* Administered by The Salvation Army; WSSC Water pays all
administrative costs

DOING THE MOST GOOD'
* 100% of donations go to water bill assistance

* Allows for multiple requests for emergency assistance,
up to $500/year

* Eligibility is based on 200% of federal poverty guidelines (O)

* $1.6 million in assistance helping 17,344 customers AATERERND
Slnce |ncept|0n Sharing the Essential

* Since pandemic began, $441,000 assisted 3,298 customers

WA
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Customer
Assistance
Program

(CAP)

N

FINANCIAL

ASSISTANCE
for Our Neighbors

Provides financial assistance to customers
in need ($2M in budget)

Provides credit for fixed fees on bill up
to $112/year

Customers qualified & enrolled through
county HHS when applying for LIHEAP
(175% of FPL)

Includes renters, when tenant pays bill

|0



Customer Assistance Program (CAP) @

AN

CAP Participation ASSISTANCE

for Our Neighbors

e CAP enrollment is less than FY2I (WD')
projections of 10% — 15%

* Actual growth is 3% - 5%
* Despite pandemic impact on so AN

many families, utility moratoriums
on late fees & disconnections has

14,566

CAP Budgeted VS Actual

Amount Provided

ol $2,500,000 B Budgeted Amount
allowed families to focus on other $2.000.000
household necessities like food, rent ¢, 550000
& medicine $1,000,000
$500,000 .
$0

*As of March 31,2021 %’;—\ Y19 F20 FY21 (YTD)

WSSCWATER H



ASSISTANCE

for Our Neighbors

Bay Restoration Fund
(BRF) Exemption

* Exemption program waiving
state-mandated BRF fee, up to
$60/year

e Customers certified for CAP
are automatically enrolled

%%‘}\




Flexible Payment Options

* Extended due dates & pay plans to assist

customers with unexpected financial
hardship

* Available for both residential &
commercial accounts

* CAP customers: up to 48-months
* Non-CAP customers: up to 36-months

ASSISTANCE . No mini " ad ¢
for Our Neighbors o Minimum payment requirea to
set-up
..%}}\




Bill Adjustment for
CAP Customers

CAP-approved customers may be
eligible to receive high bill
adjustment removing 100% of
excess water & sewer usage for
one billing cycle in any three-year
period.

ASSISTANCE

for Our Neighbors




Resumption of Late Fees

* Late fees will resume for all customer bills generated as of
June 1,2021

oContinue to waive late fees for low-income/CAP
customers

* Pursuing incentive that waives late fees for customers who

enter in pay plan and pay balance in full (planned for
September |,2021)

* NO plans to resume water service turnoffs at this time

o 15
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Using Data Analytics to Inform Outreach

" \
\ QD{/ % - B;ltlmore ”

* | in 5 customers are currently past
due in paying their bills

89,121 accounts with $63,793,065

id-Run : ilitar, 217  Sever

Past due* r:"j ver- 2N | { Feservation ‘ 7
* |dentified zip codes hardest hit, f.\wm .
created heat map, which informs ] i
Fair Oaks / e =57
outreach g /‘ bl /P
. . . . \ 2l Sprin flefd//_\\s} ( \ D
* Sharing data with elected officials g S (BN T s;f
// MountV n.:' ‘; 8
*As of May 5,202 LN
) f .......
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Using Nextdoor

nextdoor

91 neighborhoods in WSSC Water

. ot
rA

{a68)

* Reached out to 132+ various
neighborhoods

* Targeted based neighborhoods with
zip codes having highest percentage of
accounts past due

* More than 2,600 residents clicked
on story

As of April 20,2021

W

Y |7
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Bilingual Financial Assistance Flyer

* Distributed 40,000 flyers thus far

FINANCIAL ASSISTANCE WITH
YOUR WOTER AND SEWER BILLS

We've enhanced our financial assistance programs to help even more customers.

Customers can make arrangements to significantly reduce their WISC Wiater bills

Get started now by calling - 3012064001

ho«: help ngl-( now!

Need long-torm fimancial assistance’
e mgha make
Mree programt thae

SC Wiser bails o the L

The Water Fund
Aocrers for madighe roquests lor sssamance wil
—w“n—b&wwm”,—'

Options. wchudng
doe daten and paymene e, can holp when

have an fruncel D

CAP-Approved Customers may be cligic
for a paymsent plan up 10 48 mondh.

Al Other Customens may be eigie for »
payment plin wp 1O 36 months.

Poed heip reprinng your

water sorvice loe!
PipeER
WESC Witer & proud to presons Ppel®.

» ersrrsuen $5,000 los, pasd Srecty to 2 WSSC
WWater kconsed plamber For more wicrmason

egarding O program sad MpRCATOn process,
Plesse conaact the WSSC FCU an 240-459 8008
or onlee at voscfoucoeg ot

The prograes s &y The
Saacaon Armay and fueled by gromcous Gonstane
Srom WICC Witer customans, amglopoes and
COMInCY PArENrS. rislmaler Lo materfund
*  Morgomery Courty Sahaton Ay
3015155354
*  Proce George's Couney Sadvaton Army
3012774103

@ Customer Assistance Program (

CAP)
Provides a credi for WESC Witer's fed foes
On witer and 1ower by of up 00 328 por Quarter o
$102 per yuar.

PRI Lo LAS

Boy
Fund (BRF) Foe wp 10 $15 por quarter or
S0 per year.

WARONCET SO TR

al Soy erery doy
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ASISTENCIA PARA PAGAR SU FACTURA
DE AGUO Y ALCANTARILLADO

Mejoramos nuestros programas con el fin de brindar asistencia financiera a mds usvarios,

Los usuarios residenciales pueden hacer arreglos para reducir
de forma significativa sus facturas de WSSC Water,

Comience lamando al 301-206-4001

iNecesita ayuda abora?

Nueseros Agences de Servicso af Clente esthn
rhe y s encuentran dupoeidles

a0 Wited Para GetOrmear Una

O Que ¢ Jyudars con U

Lot apustes de facturas estan Sagonbies pars
W08 resdencelen wa ver Coda Des ahos bepo
o O s

Chente (CAP por -*’eﬂ*)mw
wleglics para wn plin de pago Se hasta 48 eses.
Tedon otros chentes puooden sor clepbies pars
wn plwn do pago de hasts 36 mesen.

JNeCevta ayeda pars reparar v baa

do vorvicio du apas!

PipetR
WWISC Wihter lo presencs PipefR un peograma

) grograma es sdevevntrado por o WISC Feder
#l Croda Uman on amocacdn con WISC Witer
Naerron Chontes won PAra recier un
préviamo mbuimo de $! bc\dn.’oo&

WWSSC FCU 23 2404598008 © on e & ravis.

o g peckR

@

iNocesita atntencia a h"o plazol
Le gregunciremon 3 su g

PArCOp

e,

WWter. mascmasorcombmatoriund

*  The Sahvaton Army dof Condado
e Mootgormery 3015155354

= The Sihation Get Contado
e Prioce Geoege 301.27746103

Programa de Asistencia al Cliente (CAP)
Propoecions un crédies de haes $38 por Bacewrs,
otvn-—-oilllnrnb‘oh“"l
Que aparecen en v factura de agus y scasaariiado
GoWSSC Waser. wiscoviier con WAL

por of estado. woancwaer Lot buye T et

Ao're mpveaog Ve drbees scte

o adr o) ond arvatyng woner
services_of doy. every dey
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Outreach to County Agencies
& Nonprofits

* Meeting people where they live

* Presentations and/or hard copy fliers to:

o County Agencies (Office on Aging, Senior Centers, Parks
& Rec, Community Partnerships, Police)

o County libraries

o Bi-lingual opportunities (El Tiempo Latino, Latino
Healthcare Initiative, Latin American Youth Center,
Proyecto Salud clinic)

o Non-profits (Nonprofit Montgomery, United Way
Empowerment Centers, Salvation Army, Mary’s Center,
Emergency Assistance Coalition)

o Food Banks
o COVID-19 Vaccination Sites (Proyecto Salud)
o Faith-based Community (Black Ministers Conference)

WA

DOING THE MOST GOOD'

United
Way

BLACK MINTERS CONFERENCE

MONTGOMERY COUNTY, MARYLAND

ONe;m;sPIRIr

0. Bow 10911, Rockville, MD 208450911

CLINICA
Pro(/ecto
Salud

CLINIC

ElTiempo
Latino

WA TU ViDg

¥ Jatino

Health
Initiative

MONTGOMERY COUNTY, MD

FOOD
%" RESOURCES

» Opportunities To Donate
O

NONPROFIT

PRINCE GEORGE'S COUNTY
Advocars + Cofiaborate « Educate




Reaching Out to
Those in Need

Home Owner Associations
(HOA:s)

FOREST ESTATES COMMUNITY ASSOCIATION

Civic associations

THE CITY OF

MARYLAND
MAR YL MUNICIPAL

LEAGUE Property management
PETIEY DA

companies

building a better community
S .l »

Apartment complexes

.....

o . ) s il
P mig

URBAN PARTNERSHIP INC.

C
Camp Springs Civic Association, Inc. %{3"

WSSCWATER 20
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* Co-hosted virtual Utility Town
Hall Meeting

* Facilitated by County

Vi I"tual Executive on May 25,2021

IS * |ncluded major local utilities &
Utility uded major Joca
social service agencies

o0One-stop shop for customers
behind in multiple utility bills

oCall centers remained open to
answer customer calls

Town Hall
Meetings

gl
WSSCWATER 21
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In Your Neighborhood... Virtually

* Planning virtual WSSC Water In Your Neighborhood meeting
promoting financial assistance resources & conservation

* Scheduled for June 22,2021
* Call Center will remain open for customer calls

* Topics to include:
o Financial assistance resources
o Water conservation
o How to read your bill
o Explanation of fees and surcharges
o Meet your customer advocates

WSSCWATER
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Some Recent Activities

Drinking Water Week/Water Fund Campaign

Developing survey to assess pandemic
impact on customers & their ability to pay

United
Way

7)) US Water Conducted United Way virtual poverty
\\) Allirce m@ma@ simulation for Customer Service; rolling out to

National Energy and Utility
Affordabilitv Coalition 250"‘ Iead ers

W,

_ v Continuing dialogue with national agencies
A Clear Commitment to America’s Waters .
(e.g., US Water Alliance, NACWA & NEUAC)

23
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Dine & Donate During Drinking Water Week

Recognizes vital role safe, clean tap water

plays in our daily lives (O')

Raised awareness & money for Water Fund WATERFUND
Supported local restaurants
Customers can dine & donate using QR There When
code on table toppers and coasters @gﬂ”ﬂig“
Broadcast personalities Tommy McFly & v
Kelly Collis created gift card giveaway

contest

Donors entered to win $100 gift cards ( A %

CIELO ROJO (%ﬁ

Restaurant - Brewery - General Store

W

WSSCWATER
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DOING THE MOST GOOD

fif

FOUNDING
FARMERS

24
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Compassionate Utility Practices to Reach
Vulnerable Populations

Kelly Caplan,WSSC Water,
Division Manager, Customer Engagement & Advocacy,
Kelly.Caplan@WSSCWater.com, 240.564.3412,

WSSCWater.com
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Reach Vulnerable Populations

Patricia King, Manager, Community Engagement, PECO Energy

June 2021



PECO Energy .

Who are we?
PECO Energy, An

0 Based in Philadelphia,
Pennsylvania, PECO is an Exelon compa“y

electric and natural gas utility
that provides utility service in
the city of Philadelphia and the
surrounding suburban counties

Gas customers

Electric and Gas customers

0 PECO is a subsidiary of Exelon
Corporation, the nation’s
largest competitive energy
provider.

Q PECO is the largest electric R
and natural gas utility in
Pennsylvania, serving
approximately 1.6 million
electric customers over
500,000 natural gas customers
in southeastern Pennsylvania.

== PECO.

An Exelon Company




The Case for Support H

e L Pennsylvania Utility Service Territories

We're only
reaching

30%

We serve 3 74 : 5 1 7 with etnergy
. assistance
30% prvielity programs

of residential are low-income
Pennsylvania households

*Reference: 2014-2016 ACS (American Community Survey) data
*Note: Not all households are direct customers of PECO (mass-metered apartment buildings, etc.).

== PECO.

An Exelon Company




What’s our place in their story?

If faced with an Koty 8 e

Life sure o Neglected - =Poverty Sarve

nexpected nSE  femerr HUNGEY ettt
unexpected eXpense  EZnimr.piy  ppmons
f Is T e G St
ee istenance uman Starve
of $400, could you Peorm FOO ™ S et Ebarten.
] t) G'V:Feedglrl Help " Huma:_. G|ve~—Malnutmlon -
cover |t : " Hﬂﬁ"dgser R o Youll)..
l:'lssuel*“ Fe ed e Charity _
e “‘Dlrty ~*One
o o g e
0 : Poor .w,Chll Eveson st
39% of Americans s O i e SKIE
Mﬁ;ssgn‘fﬁ wone M%SIobaI:;:rse:;lsus "
Caﬂ N Ot s Starvatlon Issue.. praris wmilOMElees % eysa':aﬁiff'i;festvle’m Suffer vite

. Social
:‘:!-dshlp Charity Sad;:;:vecl':)bt;I “Dirt Eoog P o v e r UnhapPY
Giiir] Wortd™ sufer D'" o Dy d Skin n -~

D
Starvation ** S VeEFamine Money-- Homeless Poor

«*Reference: Report on the Economic Well-Being of U.S. Households in 2018, May 2019

== PECO.

An Exelon Company



http://playspent.org/

PECO Customer Assistance Programs .

0 PECO has an existing comprehensive portfolio of assistance programs to help
low-income customers manage their monthly bills through both ongoing and
situational assistance. The company supports more than 115,000 customers
each year with monthly credits, energy efficiency and grant programs.

Ongoing _ Situational
Assistance Usage Reduction Programs Grant Programs  Assistance
Customer Low Health & Low Income Matching Low Income Customer
Assistance Income Safety Energy Energy Home Energy Assistance
Program Usage Efficiency  Assistance Assistance  Referral and

Reduction Program Fund Program Evaluation
Program Service

== PECO.

An Exelon Company




PECO’s COVID Response

0 Throughout this pandemic, PECO has
remained committed to helping our
customers through these uncertain
and economically challenging times.
Some of the earlier actions we took
include:

v' Instituting a moratorium on
collections and disconnections
beginning in March 2020 (before
Commission orders)

v" ldentified and restored service to
all residential customers whose
service was terminated for non-
payment — no payment / no
deposit restorations — no
guestions asked — service
restored!

v' Established bill relief and
additional customer assistance
programs that remain in effect
today; Created a website for this
assistance — PECO.com/billrelief
and advertised heavily

COVID-19 - PECO’s Response

= PECO.

An Exelon Company




COVID-19 and Community Outreach ???

Q

The pandemic created numerous
challenges for our customers. Many were
financially impacted due to job loss, job
furloughs and business closings.

PECQO’s Community Engagement’s team
was very active in the community prior to
the pandemic; Averagingl25 community
Outreach events a year!

With the pandemic, all of that came
suddenly and completely to a halt!

The irony is, the pandemic made Outreach
even more critical — again due to the
financial hardships brought on by the
pandemic

Unlike most office jobs that were easily
transferred to a home office environment,
Outreach was a challenge — What do we
do now????

Newly Identified — Customers who were
previously not low income are now eligible
for our programs — How do we reach them?

Creativity and Innovation!

-

== PECO.

An Exelon Company




Assistance Options — Need to get the Word Out! .

Q Three (3) assistance options:
Assistance Options — Expanded
1. PECO Programs — Existing
» CAP
> MEAF
> LIHEAP
> LIURP
» CARES

2. PECO COVID Programs — New
» Extended CAP terminations

» Emergency Grant Program
(Pending Commission approval)

» Bill Relief programs

3. Government Programs — New
(Note: Expanded Eligibility)

» Extended LIHEAP
» Rental Assistance — ERAP
» Homeowners (Pending)

== PECO.

An Exelon Company




Pivot - Virtual

O According to Plato, “Necessity is the Plato’s Rule -
mother of all invention™; That could
not be truer for community outreach! Pivot Virtual!

O When given lemons, make lemonade!

O We identified 4 primary categories of ‘
Virtual Outreach: All are still actively J |
being done today and will likely 3
continue post COVID!

» Personalized Outreach

> Interactive Outreach

» Digital Outreach

» Partnership Expansion

== PECO.

An Exelon Company




Virtual Outreach - Personalized

d Personalized Outreach — Enables both
one and two-way communication:

Direct to Customer

» Direct mail — Existing tool but
changed to postcards vs. letters —
Postcards are seen as a best
practice and don’t have to be
opened

» Direct dialed phone calls — New
Customers were very appreciative
and pleasantly surprised — Offered
various assistance options tailored
to the specific customer

» Email — New — Although this seems
like an obvious communication
method, until the pandemic, we
didn’t use email very often — now it’s
a go-to tool!

== PECO.

An Exelon Company




Virtual Outreach - Interactive

Interactive Outreach Let’s Engage with

> Radio Call in’s — Call into local radio Customers!
station with popular DJ (disc jockey);
Respond to customer questions as they call
in live to the radio station

» Town Halls;

» Present at external Town Halls —
Elected Officials, Community
Organizations, etc.

» Create and conduct own Town Halls —
Included other topics of interest
including, reliability, scam awareness,
etc.

» Webinars — Similar to Town Halls with
specific focus on education

» Customer Service Representatives —
CSRs — Arm CSRs with information on
assistance options, resources, etc. CSRs
are a valuable resource to disseminate
information to customers that call into the
utility call center

== PECO.

An Exelon Company




Virtual Outreach - Digital

O Digital Outreach:

Digital Outreach

» Social Media — Facebook, Twitter,
Instagram and Nextdoor — Targeted by
zip code

\\'
\

» Website — Update website to ensure
messaging is consistent with program
offerings — enable online enrollment
when possible — detailed information
when not possible (i.e., government
programs)

> Interactive Voice Response — IVR —
On-hold messaging — Highlight specific
messaging

» Posters with Tear-off’s and QR codes
— Identify strategic locations — Posters
have tear-off for customers to take with
them and follow-up at a later time or scan
QR code onsite

== PECO.

An Exelon Company




Virtual Outreach - Partnership

O Partnership Outreach — Leverage relationships
with key community agencies and leaders:

> Press Releases — Forward to community- Pal'tllerShlp

based organizations to ensure they’re up-to- outreaCh
date on offerings

> Flyers:
= Regular flyer with messaging

= Modified flyer with space for agency logo
— highlight partnership

» Partner Meetings / Trainings / Town Halls
Educate and empower key community
partners via a variety of mediums;
Specifically, Community Based organizations,
healthcare systems, aging agencies, housing
agencies, religious institutions, etc. to
promote both messaging and enroliment

» Block Captains — Grass roots outreach —

very effective — trusted neighbor = PECO

An Exelon Company




Virtual Outreach - Innovation Highlight

O As we continue this journey, we continue to identify creative ideas to do outreach

0 One such idea is flyers at COVID vaccination sites — Done in both English and
Spanish (double sided)

PECO.com/Help Flip owver for English

= PECO.

om Bl Caresparny

Help with paying
your utility bills

Ayuda para pagar sus
facturas de servicios piublicos

Congratulations on receiving

your COVID-19 vaccination!

Mo that pond e securing your physical health, contact us o we can help pou
h!-.l'ljlﬂll.l.l financial health. &t ﬁmmumnurmmrsmm T
and exciting programs available to help you maintain your PECD ubility service.

Give us a call at 1-888-480-1533 or wisit us at PECO.com/Help

PECD. The fulure Is on

jFelicitaciones por recibir su
vacuna COVID-19!

Akhora que eith ategurands su salud fisics, comunigquese con nooltos pata
gue podamos ayudarko con su salud financiers. En PEOD, nos preocupamod por
nuestros clienbes y lenemos programas nuevos y emocionantes disponibles
para ayudato & martenss iu servicio plblice de PECO.

Liamanos al 1-888-480-1522 o visftanos en PECO.com/Help

PECD. The fulure s on

== PECO.

An Exelon Company



On the Horizon

O New ldeas Under Consideration Continuous
Enhancements -

I |
» Podcasts — Host Podcasts on a variety of Looking Ahead!
subjects, most notably assistance options v ——

» Virtual Enrollments — Partner with locations
that are frequented by low-income customers;
Use their devices / technology; Via virtual
connection, walk person through enroliment

» Marketing Cell Phone Data — Identify cell
phones in particular locations and target
advertising via apps used by those individuals
(no texting)

» Enhanced In-Person Support — Allocate
resources at high traffic areas (i.e., food
pantries, Goodwill stores, etc.), on a cyclic
basis (i.e., every Wednesday)

== PECO.

An Exelon Company




Closing Comments .

d Community Outreach is always important, but now it’s vital!

[ We have an obligation to support our customers!

1 These are just a few ways to continue to engage our customers
The sky’s the limit!

d For more information, email Patricia King at
, Or Visit our website at
PECO.com/Help

== PECO.

An Exelon Company
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