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PHL TAP 

2 

Design and Implementation of Large  

Scale Programs in Philadelphia 



 

 

CITY OF PHILADELPHIA  |  PHL TAP 2 
2 

  

PHL TAP 

2 

➢ PWD Tap Water Initiatives 

➢ Tiered Assistance Program (TAP) 

Two init iatives that involved multiple stakeholders  

and large scale communication rollouts 
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PHL TAP 

2 

PWD Tap Water Initiatives 
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Philadelphia Water 

Department 

Tap Water Initiatives 

- Overview of ongoing survey work 

- Tap water survey findings 

- Tap water Initiatives 

• Public Art 

• Philly Water Bar 
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• DrinkPhillyTap Coalition 

• Tap Water Ambassadors 

| Drink Philly Tap Water 



 

 

Customer Research at PWD 

 

Source Frequency % 

Bill insert 2069 57% 

Email marketing 701 19% 
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Direct Email to past survey respondents 512 14% 

QR Code 206 6% 

What do we do with this information? 

• Evaluate current programs 

• Plan for future program implementation (AMI, 

Ebilling) 

• Work with units to evaluate their programs and 

develop recommendations 

• Guide communications development 



 

 

• Inform drinking water initiatives 
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CITY OF PHILADELPHIA | PHL TAP2 | Drink Philly Tap Water 

Drinking Water Choices 
For the fourth year in a row, about 40% of Philadelphians say they 

drink bottled water most often at home. 
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Drinking Water Choices 
Philadelphians drink bottled water because they have concerns 
with the safety of tap water, prefer the taste of bottled water, 
and feel bottled water is more convenient. 
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Perception of Water Quality and 

Customer Satisfaction 
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Residents who were aware of 
the Water Quality Report rated 
the quality of PWD water 
higher and were more 
satisfied, overall.  

Survey project lead: Hailey Stern 

Hailey.Stern@phila.gov 

Tap Water Initiatives 
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Public Art: Water Themed Murals 
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Water Bar & Public Studio - Minneapolis 
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Philly Water Bar 
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Drink Philly Tap Coalition 
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Drink Philly Tap - Research 

• Developed systematic review of literature 

around tap water consumption 

• Evaluated similar campaigns from peer cities 

• Used findings to develop current program and 

guide ideas 

• Ongoing evaluation of current project important 

to monitor success 



 

 

CITY OF PHILADELPHIA  |  PHL TAP 2 | Drink Philly Tap Water 
26 

DrinkPhillyTap - Branding & Campaign 
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DrinkPhillyTap.org 
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DrinkPhillyTap Pledge 
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Goal: Collect 10K pledges 

from Philadelphians Over 

2500 pledges already 

signed 

Tap Water 

Ambassadors 

Program 
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20 Ambassadors selected, mainly from North and West Philadelphia, 
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tasked to be tap water champions in their neighborhoods. 

Paid to spend 6-8 hrs/month doing outreach, at events, etc. 
facilitating conversations. 
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PHL TAP 

2 

Tiered Assistance Program 

( TAP ) 
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Assistance has always been 

available for those who need it.  

Existing Assistance Programs Summary 

Senior Citizen Discount 

 
Homeowners Emergency Loan Program (HELP) 

Charitable Organization Discount  Conservation Assistance Program (CAP)  

Water Revenue Assistance Program 
(WRAP)  

Cross Connection Abatement Program  

Utility Emergency Services Fund (UESF)  Basement Protection Program (BPP) 
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Approximate total of all  assistance programs 
in fiscal year 2017 (prior to TAP’s launch): 

Over $34 million 

The Road to Affordability: 

Tiered Assistance Program (TAP) 

A City Council Ordinance combined with the Water, Sewer and Storm Water 
Rate Board’s Decision required the establishment of an assistance program that 
allows low-income customers to pay reduced rates based upon a percentage of 
their household income. 
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An Ordinance 
providing for the 
establishment of low-
income rates. 

Mayor Michael 
Nutter signed the 
ordinance passed 
by City Council. 

The Rate Board issued 
its decision setting 
the parameters for 
the TAP Program 

First day customers 
could submit an 
application for the 
TAP program. 

Eligibility by Income at a Glance 

 

TAP 

 Extended 
Payment Plan 

November 19, 2015 December 1, 2015 June 8, 2016 July 1, 2017 

IMPLEMENTATION 
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Income 

0-50% FPL 

Income 

51-100% FPL 

Income 

101-150% FPL 

Income ≥151%  
FPL & Special 

Hardship 

Income  
151-250% 

FPL 

Monthly bill 
capped at 2%  
of monthly 
income 

No payments 
toward arrears 
required 

Payment plan 
offered if in 
danger of 
disconnection 

Monthly bill 
capped at 2.5%  
of monthly 
income 

No payments 
toward arrears 
required 

Payment plan 
offered if in 
danger of 
disconnection 

Monthly bill 
capped at 3%  
of monthly 
income 

No payments 
toward arrears 
required 

Payment plan 
offered if in 
danger of 
disconnection 

Monthly bill 
capped at 4%  
of monthly 
income 

No payments 
toward arrears 
required 

Payment plan 
offered if in 
danger of 
disconnection 

Monthly  
payments 
toward arrears 
set so that total 
monthly bill is 
about 4% of 
monthly 
income 
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What is Different About TAP? 

• Past due amounts are suspended and not enforced upon while 
successfully enrolled in the program, preventing debt from increasing. 

• Program is income-based and not a payment agreement, making bills 
more predictable and affordable. 

• Bills do not go up based on usage. Customers pay a set amount. 

• Proactive assistance to keep customers from becoming delinquent or in 
danger of disconnection.  

• Earned forgiveness of prior penalties after 24 months of on-time 
payments 
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• More accessible to customers through online, mobile friendly presence 
and robust language access. 

• Program accountability through enhanced metrics. 



Implementation Timeline 

Go-Live 
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Process and Policy Development 

Business requirements & SOP created, regulations drafted, IT design, testing, and implementation 

January 2017 March 2017 July 2017 September 2019 June 2016 

Applications & Program   



Implementation Timeline 

Go-Live 

CITY OF PHILADELPHIA  |  PHL TAP 2 | Tiered Assistance Program 
41 

 

Process and Policy Development 

Business requirements & SOP created, regulations drafted, IT design, testing, and implementation 

Outreach to current WRAP customers  
Mail letters In January and ongoing as needed 

January 2017 March 2017 July 2017 September 2019 June 2016 

Applications & Program   



Implementation Timeline 

Go-Live 
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Process and Policy Development 

Business requirements & SOP created, regulations drafted, IT design, testing, and implementation 

Outreach to current WRAP customers  
Mail letters In January and ongoing as needed 

Workshops  
Review Program  
& Application  

January 2017 March 2017 July 2017 September 2019 June 2016 

Applications & Program   

Outreach to all customers  
I mplementation of communications toolbox 
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Launch Communication Tool Kit 
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Implementation Timeline 
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Process and Policy Development 

Business requirements & SOP created, regulations drafted, IT design, testing, and implementation 

Outreach to current WRAP customers  
Mail letters In January and ongoing as needed 

Workshops  
Review Program  
& Application  

January 2017 March 2017 July 2017 September 2019 June 2016 

Applications & Program  
Go-Live 

Outreach to all customers  
I mplementation of communications toolbox 
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Implementation Timeline 
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Process and Policy Development 

Business requirements & SOP created, regulations drafted, IT design, testing, and implementation 

Outreach to current WRAP customers  
Mail letters In January and ongoing as needed 

Workshops  
Review Program  
& Application  

January 2017 March 2017 July 2017 September 2019 

Processing of CAP  
Applications 

June 2016 

Applications & Program   
Go-Live to Public 

Outreach to all customers  
I mplementation of communications toolbox 
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Assistance Successes 

Applications Submitted Approved Applications  

47,643 32,608 

Applicants Receiving Assistance 
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68% 

What Customers Say About TAP 

► The majority of TAP participants (67%) applied for the program because they were 
struggling to pay their water bill. 

► The large majority of TAP participants (78%) found the application process either 
very easy or easy.  

► Nearly all (98%) of TAP participants found the supporting documents helpful in 
preparing the TAP application.  
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► Nearly all (96%) of TAP participants have not had water shutoffs since enrolling in 
the program.  

► The majority (88%) of TAP participants feel like the program has helped them with 
their budget.  

► Almost half (42%) of TAP participants feel like they are using the same amount of 
water as before enrollment.  



 

 

CITY OF PHILADELPHIA  |  PHL TAP 2 | Tiered Assistance Program 
51 

Continuous Improvement 
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✓ Attending utility fairs and senior centers 

✓ Developing a multi faceted, targeted  

mailing 

✓ Enhancing communications between conservation vendor and 

TAP customers 

✓ Continuing feedback from stakeholder groups 
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THANK YOU! 



 

 

  

CITY OF PHILADELPHIA 

Customer Assistance 

New ways to get help with water bills 
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38 
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• Tiered Assistance Program  ( TAP ) 

• Assistance for 150-250% FPL 

• Senior Citizen Discount 

• Payment Agreements 

• Special Hardship  



 

 

PHILADELPHIA WATER DEPARTMENT  | CUSTOMER ASSISTANCE  
57 

Upcoming: Focus on Seniors 
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Proposal to reach seniors via mail,  
promoting new application as a chance to get an even 

lower bill.  

Example 1:  

Senior couple, fixed income of $1,090/month not 
already enrolled in SCD, no arrears: 

Can save $203 /year by filling out new application  

Example 2:  

Senior couple, already enrolled in SCD, with existing 
payment agreement for back bills totaling $890: Can save 

$813 /year by filling out new application  
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UPDATED MESSAGE/OUTREACH FOCUS:  

Get in-person help filling out 

your application.  

Get in-person help at Neighborhood  

Energy Centers (NECs) and other sites . 

Over two dozen locations.  

Use our online map to find a  

location near you.  

Coming December 2018 :  1-800-TAP-UESF  

Will offer help getting an app or finding in-person help.  

Visit  

phillyh2o.info/help-map 
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Helping Customers 
Easy checklist 

We have print versions with large type, but in person, you 

can make it even simpler to understand:  

1) Proof of residence. 

2) Proof of income.   

Most common customer errors 
Missing proof of income for all members of household. 
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Documents out of date. 

Tenants can apply for assistance 
Apply to become a tenant customer.  

Property Owner is notified and must approve.  

Apply for customer assistance. 
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Updated Application 
2 proofs of residence 

No social security number required 

Mandatory fields marked with asterisk 

Simplified instructions, especially on zero-income page 

Failing to put initial next to each Customer 

Responsibility won’t disqualify an application, as long as 
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page is signed Clarified ‘2-week’ deadlines to only apply 

to shutoffs.  
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Thank you! 
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CITY OF PHILADELPHIA 

Customer Assistance 

New ways to get help with water bills 
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Why we’re providing help 

Our mission is to provide all Philadelphians with safe water. 

By offering more affordable options, we are encouraging more  

customers to stay current on their water bills — a benefit to all  

customers and the neighborhoods in which they live 
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More Philadelphians than ever are eligible  

for help with their water bills.  

WHAT’S NEW? 

 Expanded eligibility  thou gh the new  

Tiered Assistance Program (TAP).  

 You don’t need to be behind on your  

bill  to ap ply for help. 

 One application  to fi nd the best  
program for you. 

 More ways to apply:  
onli ne and by mail.  
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Who should apply?  

Anyone having trouble paying their bill should 

fill out our one-stop application.  

We have  

assistance for 

people with lower 

incomes, those 

experiencing 

special hardships, 

a senior discount, 

and other ways to 

help.   
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In Philadelphia, we estimate approximately 60,000 customers are now eligible for 

assistance! 
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phila.gov/water-bill-help 

or call:  215.685.6300 

 

START HERE:  

 APPLICATION TIP:  To request your application, you’ll need your  Water Access Code ,  
shown at the top of any recent water bill 
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Struggling with your water bill?  

More Philadelphians than ever are eligible for help.  

WHAT’S NEW? 

 Expanded eligibility  thou gh the new  

Tiered Assistance Program (TAP).  

 You don’t need to be behind on your  

bill  to ap ply for help. 

 One application  to fi nd the best  
program for you. 

 More ways to apply:  
onli ne and by mail.  
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Who should apply?  

Anyone having trouble paying their bill should 

fill out our one-stop application.  

We have  

assistance for 

people with lower 

incomes, those 

experiencing 

special hardships, 

a senior discount, 

and other ways to 

help.   
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In Philadelphia, we estimate approximately 60,000 customers are now eligible for 

assistance! 
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phila.gov/water-bill-help 

or call:  215.685.6300 

 

START HERE:  

 APPLICATION TIP:  We’ll need to verify  household income . Be prepared to submit  
a month’s worth of your household’s most recent paystubs, or last year’s tax returns.  
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Other Ways To Get Help 

BASEMENT  

FLOODING 

Basement Protection  
Program Assistance 

) BPP ( 

SERVICE LINE  

REPAIRS 

Homeowners Emergency  
Loan Program 

) HELP ( 

CONSERVATION  

HELP 

Conservation  
Assistance Program  

( CAP ) 

 Our mission is to provide access to clean, safe water to all  

residents of Philadelphia. If you’re having problems paying  

your water bill, we have programs that may help you. 
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CITY OF PHILADELPHIA 

Customer Assistance 

New ways to get help with water bills 
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Why we’re providing help 

Our mission is to provide all Philadelphians with safe water. 

By offering more affordable options, we are encouraging more  

customers to stay current on their water bills — a benefit to all  

customers and the neighborhoods in which they live 



 

 

78 

  

• Tiered Assistance Program  ( TAP ) 

• Assistance for 150-250% FPL 

• Senior Citizen Discount 

• Payment Agreements 

• Special Hardship  
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One application form, many people.  

The same Customer Assistance form is now used  

to apply for all assistance.  People with lower  

incomes ,  senior citizens , or those experiencing  

special hardships  should all apply.   
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Assistance Successes! 

Applications Requested, not including mass mailings 

(as of November 6, 2018) 

26,591 20,230 

Approved Applications* 

(as of November 6, 2018) 
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*Under Review or Awaiting Information from Customer 



 

 

82 

  

t 

Start to  gather &  
prep all paperwork 

Note your  Water  
Access Code 

Plan how you’ll  

apply 

Request  
Application  

Complete  
application  carefully 

Wait while application  
is processed 

Submit with  all 

required paperwork 

Receive followup 

letter 

What should customers expect?  

BEFORE  APPLYING 

DURING 

AFTER  APPLYING 

Wait for processing time  
before receiving lower bills 
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Upcoming: Focus on Seniors 
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Proposal to reach seniors via mail,  
promoting new application as a chance to get an even 

lower bill.  

Example 1:  

Senior couple, fixed income of $1,090/month not 
already enrolled in SCD, no arrears: 

Can save $203 /year by filling out new application  

Example 2:  

Senior couple, already enrolled in SCD, with existing 
payment agreement for back bills totaling $890: Can save 

$813 /year by filling out new application  
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Current Application/Access 

Code 

NEW:  

Partners can look up Water Access 

codes! 
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Do you have any other questions, or feedback about 

current application?  



 

 

87 

  

UPDATED MESSAGE/OUTREACH FOCUS:  

Get in-person help filling out 

your application.  

Get in-person help at Neighborhood  

Energy Centers (NECs) and other sites . 

Over two dozen locations.  

Use our online map to find a  

location near you.  

Coming December 2018 :  1-800-TAP-UESF  

Will offer help getting an app or finding in-person help.  

Visit  

phillyh2o.info/help-map 
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Helping Customers 

UESF and TAP 

Clearing arrears before getting on the program 

Easy checklist 
We have print versions with large type, but in person, you 

can make it even simpler to understand: 1) Proof of 

residence 2) Proof of income.   

Most common Customer errors 
Missing proof of income for all members of household? 

Documents out of date? 
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Your ideas ?   
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COMING SOON:  

Updated Application (March 

2019) 

2 proofs of residence 

No social security number required 

Mandatory fields marked with asterisk 

Simplified instructions, especially on zero-income page 
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Failing to put initial next to each Customer Responsibility 

won’t disqualify an application, as long as page is signed 

Clarified ‘2-week’ deadlines to only apply to shutoffs.  
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Thank you! 
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Philadelphia Water Department 



 

 

| 

Our plumbing and your plumbing; 
Understanding your home’s plumbing 



 

  
PHILADELPHIA WATER DEPARTMENT   CUSTOMER SERVICE 

Customers are responsible for all  

plumbing inside and outside their home,  

up to the water main in the street.  

66 
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Homeowner’s Emergency Loan 

Program  

(HELP) 

• Zero interest loan for 
customers who receive a  

Notice of Defect (NOD) OR 

want to replace a lead 

service Line • Five-year 

monthly payment plan 

• Covers: 

a) Sewer laterals 

b) Water services 



 

 

c) Lead service lines 

67 

PHILADELPHIA WATER DEPARTMENT  | CUSTOMER SERVICE 

Cold Weather Tips 

• Let faucet run at a trickle overnight during extremely cold weather. It 

costs only pennies, and the moving water will help prevent the pipes from 

freezing. • Wrap and insulate all water pipes in unheated areas, like your 

basement.  Pay close attention to pipes near exterior walls, especially in 

kitchens and bathrooms. 

• Keep water meter area above 40 degrees Fahrenheit. 
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• Repair or replace broken exterior windows. Cover windows with plastic 

and caulk windows near water meters and pipes. When cold air blows on 

a pipe, it increases the risk of freezing. 
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CITY OF PHILADELPHIA 

Customer Assistance 

New ways to get help with water bills 
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Why we’re providing help 

Our mission is to provide all Philadelphians with safe water. 

By offering more affordable options, we are encouraging more  

customers to stay current on their water bills — a benefit to all  

customers and the neighborhoods in which they live 
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One application form, many people.  

The same Customer Assistance form is now used  

to apply for all assistance.  People with lower  

incomes ,  senior citizens , or those experiencing  

special hardships  should all apply.   
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Key Points 

• If you’re struggling to pay your water bill, don’t wait until it’s overdue to 
take action. PWD/WRB offers a variety of billing assistance programs to help 
you maintain water, sewer and stormwater services for your home. 

• You do not need to be delinquent as this program is designed to keep 
customers in good standing with continued access to water and sewer 
services. 

• Eligible customers will pay a percentage of their bill based on their income. 
Customers in the lowest income bracket will pay a bill equivalent to 2% of 
their monthly income for a minimum of $12/month. Bill is capped as a 
percentage of income and is constant each month. 

• Outstanding balances accrued prior to TAP enrollment are put on hold. 

• Earned forgiveness of prior penalties after 24 months of on-time payments. 
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CITY OF PHILADELPHIA | Tiered Assistance Program 
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How much can you save?  

 

In Philadelphia, we estimate approximately 60,000 customers are now eligible for 

assistance! 
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Application Checklist 

Basic info for the applicant, and for all members of the household.  

Proof of residency for the applicant only. 

Monthly income amounts, and proof of income  

TIP: For proof of monthly income: Be prepared to 
submit a month’s worth of your household’s most 
recent paystubs, or the previous year’s tax returns. 
Gather copies of that info ahead of time so you’re 
ready to fill out the form.  

 

For Special Hardships ONLY: 

  Official documentation demonstrating hardship claim 
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CITY OF PHILADELPHIA | Tiered Assistance Program 
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Get in-person help with  

your application.  

You can get  in-person help at  

Neighborhood Energy Centers (NECs)  

and other sites.  

There are over two  
dozen locations.  
Use our online map  
to find a location  
near you.  

Visit  phillyh2o.info/help-map 
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t 

Start to  gather &  
prep all paperwork 

Note your  Water  
Access Code 

Plan how you’ll  

apply 

Request  
Application  

Complete  
application  carefully 

Wait while application  
is processed 

Submit with  all 

required paperwork 

Receive followup 

letter 

What should customers expect?  

BEFORE  APPLYING 

DURING 

AFTER  APPLYING 

Wait for processing time  
before receiving lower bills 



 

 

  

PHILADELPHIA WATER DEPARTMENT  | CUSTOMER ASSISTANCE  

phila.gov/water-bill-help 

or call:  215.685.6300 

 

START HERE:  

 APPLICATION TIP:  We’ll need to verify  household income . Be prepared to submit  
a month’s worth of your household’s most recent paystubs, or last year’s tax returns.  
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Esperanza Health Center 

Monthly Meeting  January 2019 
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From streams to a combined sewer 

system 

 

PHILADELPHIA WATER DEPARTMENT  | 
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Saylor Grove, Philadelphia 

Natural areas with trees and plants absorb rainfall and filter pollutants,  

protecting our streams.   
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Hard, impervious surfaces don’t absorb rainfall, so it runs into our rivers,  

carrying pollutants.  

Southeast Philadelphia (10th & Moyamensing), photo by Andrew Dobshinsky 
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Combined sewers when it’s not 

raining  
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The rain challenge  
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Negative impacts of stormwater runoff 
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The Clean Water Act & 

National Combined Sewer Overflow Control 

Policy 

PHILADELPHIA WATER DEPARTMENT  | 



 

 

122 

 

Every city with Combined Sewer Overflows must create a “Long Term Control Plan” to clean up the 

water. 
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An elegant solution! 
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What is a stormwater bumpout? 
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What is a Stormwater Tree 

Trench? 
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Examples of Green TooIs Nearby  

Stormwater Planter 

PWD Bureau of Laboratory Services 

1500  Hunting Park Ave. 
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Examples of GSI Nearby 
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Rain Garden 

Cayuga Triangle Depaving Project 

Cayuga St., Wingohocking St., & Castor Ave. 
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Residential Incentive Program – Rain 

Check 
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FREE Rain Barrels! Cost Share 

Downspout Planter  

Masonry  
( De-paving &  

Porous Paving) 

Rain Garden  

~4,500 barrels distributed since 2006! 
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More Info: www.phillywatersheds.org/raincheck 

http://www.phillywatersheds.org/raincheck
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Soak It Up Adoption 

PWD’s grant funded community green  
tool beautification program available  

to civic groups and non profits 
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PHL Power Corp provides green job 

training 
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More Info: http://powercorpsphl.org/ 

PHILADELPHIA WATER DEPARTMENT | GSI UPDATES 

http://powercorpsphl.org/
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Struggling with your water bill?  

More Philadelphians than ever are eligible for help.  

WHAT’S NEW? 

 Expanded eligibility  thou gh the new  

Tiered Assistance Program (TAP).  

 You don’t need to be behind on your  

bill  to ap ply for help. 

 One application  to fi nd the best  
program for you. 

 More ways to apply:  
onli ne and by mail.  

PHILADELPHIA WATER DEPARTMENT  | GSI UPDATES 
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Who should apply?  

Anyone having trouble paying their bill should 

fill out our one-stop application.  

We have  

assistance for 

people with lower 

incomes, those 

experiencing 

special hardships, 

a senior discount, 

and other ways to 

help.   
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In Philadelphia, we estimate approximately 60,000 customers are now eligible for 

assistance! 

GSI UPDATES 



 

 

PHILADELPHIA WATER DEPARTMENT  | 
146 

  

phila.gov/water-bill-help 

or call:  215.685.6300 

 

START HERE:  

 APPLICATION TIP:  We’ll need to verify  household income . Be prepared to submit  
a month’s worth of your household’s most recent paystubs, or last year’s tax returns.  

PHILADELPHIA WATER DEPARTMENT  | GSI UPDATES 
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Can I help you with anything else? 
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Tiered Assistance Program  
( TAP ) 
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GSI UPDATES 
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Thank You! 

Community Outreach Specialist, Lower North Philadelphia 
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Maura Jarvis 

E: maura.jarvis@phila.gov 

P: 215-683-3401 

For more information, visit: www.phila.gov/water 

Facebook.com/phillyh2o  @phillyh2o  @phillyh2o 

GSI UPDATES 
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Philly’s Combined Sewer System Service Area 
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Combined  
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Sewer Area 

Separate  

Sewer Area 

Kingsessing:  

Schuylkill River  

Watershed 

Philadelphia is built upon 7 watersheds 
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From streams to a combined sewer 

system 
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Where does my water come from? 
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How much water do you use per day? 
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Philadelphia’s drinking water treatment plants deliver 520 million gallons of fresh water daily; 60% 
of that water comes from the Delaware River and 40% comes from the Schuylkill River.  
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Secondary benefits of green tools 
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Bee Balm Black-eyed Susan Rough Stemmed Goldenrod 

Herbaceous Species: 

Threadleaf Giant Hyssop 

After Midnight Coneflower Common Rush  Shenandoah Switch Grass Northern Bush Honeysuckle 

Eastern Redbud Canadian Serviceberry Basswood Red Horse Chestnut Yoshino Cherry 

Grass & Shrub Species: 

Tree Species: 
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Keep It Clean! Philadelphia Water’s Storm Drain  

Marking Program 
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• Help PWD protect our 

drinking water by 

volunteering to place markers 

in your community 

• FREE supplies are available 

for any community event • 

There are 71,000+ storm 

drains in Philadelphia – 

71,000+ ways to help! 

More Info: www.phillywatersheds.org/inletmarkers 

PHILADELPHIA WATER DEPARTMENT | APPENDIX 

http://www.phillywatersheds.org/inletmarkers
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Background on Tiered Assistance Program (TAP)  
City Council Ordinance and Water, Sewer and Storm Water Rate Board Decision require the 

establishment of an assistance program that allows low-income customers to pay reduced 

rates based upon a percentage of their household income. 

 

Bill No. 140606-AA: 
An Ordinance 
providing for the 
establishment of 
low-income rates. 

Mayor Michael 
Nutter signed the 
ordinance passed 
by City Council. 

The Rate Board issued 
a decision that set the 
parameters for the 
FY2017-2018 Rate 

First day a 
customer can 
submit an 
application for the 
TAP program. 

PHILADELPHIA WATER DEPARTMENT | APPENDIX 

November 19, 2015 December 1, 2015 June 8, 2016 July 1, 2017 

IMPLEMENTATION 
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Nueva Esperanza 

Monthly Meeting  January 2018 
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Saylor Grove, Philadelphia 

Natural areas with trees and plants absorb rainfall and filter pollutants,  

protecting our streams.   
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Hard, impervious surfaces don’t absorb rainfall, so it runs into our rivers,  

carrying pollutants.  

Southeast Philadelphia (10th & Moyamensing), photo by Andrew Dobshinsky 



 

 

PHILADELPHIA WATER DEPARTMENT  | GSI UPDATES 
174 

Combined sewers when it’s not raining  
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The rain challenge  
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Negative impacts of stormwater runoff 
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The Clean Water Act & 
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National Combined Sewer Overflow Control Policy 
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Every city with Combined Sewer Overflows must create a “Long Term Control Plan” to clean up the water. 

An elegant solution!  
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What is a stormwater 

bumpout? 
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14 
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What is a Stormwater Tree Trench? 
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What is a Rain Garden?  
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Examples of Green TooIs Nearby  

Stormwater Planter 

PWD Bureau of Laboratory Services 

1500  Hunting Park Ave. 
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Examples of GSI Nearby 
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Rain Garden 

Cayuga Triangle Depaving Project 

Cayuga St., Wingohocking St., & Castor Ave. 
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Residential Incentive Program – Rain Check 
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More Info: www.phillywatersheds.org/raincheck 

FREE Rain Barrels! Cost Share 

Downspout Planter  

Masonry  
( De-paving &  

Porous Paving) 

Rain Garden  

~4,500 barrels distributed since 2006! 

http://www.phillywatersheds.org/raincheck
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Soak It Up Adoption 

PWD’s grant funded community green  
tool beautification program available  

to civic groups and non profits 
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PHL Power Corp provides green job 

training 
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More Info: http://powercorpsphl.org/ 

PHILADELPHIA WATER DEPARTMENT | GSI UPDATES 

http://powercorpsphl.org/
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Stormwater Grants: SMIP & GARP 
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PWD offers grants to non-residential 

customers for the design and 

construction of stormwater projects • 

Grantees can reduce their stormwater 

bill up to 80% • Helps reduce CSOs 

and achieve compliance targets 

• PWD and customer can share the 

costs of constructing stormwater 

management 

http://water.phila.gov/swexp/ 

http://water.phila.gov/swexp/
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Struggling with your water bill?  

More Philadelphians than ever are eligible for help.  

WHAT’S NEW? 

 Expanded eligibility  thou gh the new  
Tiered Assistance Program (TAP).  

 You don’t need to be behind on your  

bill  to ap ply for help. 

 One application  to fi nd the best  
program for you. 

 More ways to apply:  
onli ne and by mail.  
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Who should apply?  

Anyone having trouble paying their bill should 

fill out our one-stop application.  

We have  

assistance for 

people with lower 

incomes, those 

experiencing 

special hardships, 

a senior discount, 

and other ways to 

help.   
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In Philadelphia, we estimate approximately 60,000 customers are now eligible for 

assistance! 
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phila.gov/water-bill-help 

or call:  215.685.6300 

 

START HERE:  

 APPLICATION TIP:  We’ll need to verify  household income . Be prepared to submit  
a month’s worth of your household’s most recent paystubs, or last year’s tax returns.  

PHILADELPHIA WATER DEPARTMENT  | GSI UPDATES 
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Can I help you with anything else? 
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Tiered Assistance Program  
( TAP ) 
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Thank You! 

Community Outreach Specialist, Lower North Philadelphia 
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Tiffany Ledesma 

E: tiffany.Ledesma@phila.gov 

P: 215-683-3407 

For more information, visit: www.phillywatersheds.org 

  Facebook.com/phillyh2o  @phillyh2o  @phillyh2o 

PHILADELPHIA WATER DEPARTMENT | GSI UPDATES 
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Philly’s Combined Sewer System Service Area 
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Combined  
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Sewer Area 

Separate  

Sewer Area 

Kingsessing:  

Schuylkill River  

Watershed 

Philadelphia is built upon 7 watersheds 



 

 

PHILADELPHIA WATER DEPARTMENT  | APPENDIX 
212  
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From streams to a combined sewer 

system 
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Where does my water come from? 
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How much water do you use per day? 
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Philadelphia’s drinking water treatment plants deliver 520 million gallons of fresh water daily; 60% 
of that water comes from the Delaware River and 40% comes from the Schuylkill River.  
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Secondary benefits of green tools 
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Bee Balm Black-eyed Susan Rough Stemmed Goldenrod 

Herbaceous Species: 

Threadleaf Giant Hyssop 

After Midnight Coneflower Common Rush  Shenandoah Switch Grass Northern Bush Honeysuckle 

Eastern Redbud Canadian Serviceberry Basswood Red Horse Chestnut Yoshino Cherry 

Grass & Shrub Species: 

Tree Species: 
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Keep It Clean! Philadelphia Water’s Storm Drain  

Marking Program 
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• Help PWD protect our drinking 

water by volunteering to place 

markers in your community 

• FREE supplies are available for 

any community event • There 

are 71,000+ storm drains in 

Philadelphia – 71,000+ ways to 

help! 

More Info: www.phillywatersheds.org/inletmarkers 

PHILADELPHIA WATER DEPARTMENT | APPENDIX 

http://www.phillywatersheds.org/inletmarkers
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Background on Tiered Assistance Program (TAP)  
City Council Ordinance and Water, Sewer and Storm Water Rate Board Decision require the 

establishment of an assistance program that allows low-income customers to pay reduced 

rates based upon a percentage of their household income. 

 

Bill No. 140606-AA: 
An Ordinance 
providing for the 
establishment of 
low-income rates. 

Mayor Michael 
Nutter signed the 
ordinance passed 
by City Council. 

The Rate Board issued 
a decision that set the 
parameters for the 
FY2017-2018 Rate 

First day a 
customer can 
submit an 
application for the 
TAP program. 

PHILADELPHIA WATER DEPARTMENT | APPENDIX 

November 19, 2015 December 1, 2015 June 8, 2016 July 1, 2017 

IMPLEMENTATION 
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LEADING UTILITIES  

OF THE WORLD  

Randy E. Hayman 

Commissioner 
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Who We Are 
Integrated, One Water Utility for 1.7M customers 

Drinking Water 
• Source: Delaware and Schuylkill Rivers 

• Three Water Treatment Facilities  

• Over 300 million gallons treated per day 

• 3,000 miles of water mains, 25+ pumping stations 



 

227 

Wastewater 
• 3 Water Pollution Control Plants  

• Over 522 million gallons treated per day 

• 3,716 miles of sewers, 19 pumping stations 

• Biosolids handling facility 

Stormwater 
• Roughly 60% Combined Sewer, 40% Separate 

Sewer 

• Green City, Clean Waters  - Large-scale green 

stormwater infrastructure program 

• To date, the program has reduced CSO volume by 

approximately 2.0 billion gallons annually utilizing over 650 GSI 

projects and traditional infrastructure projects 

CHALLENGE: Less than 2% of the Schuylkill 

River Watershed within  

Philadelphia’s jurisdiction 

Baxter  
DWTP 

Queen Lane  
DWTP 

Belmont  
DWTP 

Northeast WPCP 

Southeast WPCP 

Southwest WPCP 

Bureau of  
Laboratory  
Services 

PWD  
Corporate  

Headquarters 

29 th street 
Headquarters 
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• In 2002, Philadelphia completed source water assessments that identified priority sources of 

impairment in Philadelphia’s contributing watershed areas 

• With less than 2% of the Schuylkill River Watershed within Philadelphia’s jurisdiction, a 

regional coordination approach was needed to met source water protection objectives 
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Metals in  
Drainage from  

Abandoned  
Mines 

Pathogens,  
nutrients from  

Agricultural  
Runoff 

Pathogens,  
sediment, etc.  
from  

Stormwater  
Runoff 
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Watershed  
Stewardship 

BMP  
Implementation 

Student  
Engagement 

Knowledge Transfer 

• Established in 2003  →  years and counting 16 

• EPA grant award to PWD of $1.15M 

• $1.5M leveraged for on-the-gro und watershed  
implementation projects. 

• SAN encompasses water suppliers, agencies,  
conse rvation districts, nonprofit organizations, and  
other stakeholders 

• Targeted workgroups to address specific  
wate rshed issues and initiatives: 

• Abandoned Mine Drainage 
• Agriculture 
• Education and Outreach 
• Pathogens and Point  

Sourc es 

• Recreation 
• Stormwater 
• Watershed Land  

C ollabor ative 

INNOVATION: Establishing the Schuylkill Action Network, a nationally  

recognized regional stakeholder coordination model for watershed  

protection initiatives 



Innovation Area IT and Smart Water 
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RESULT: The Schuylkill Action Network is 15+ years and going strong! 
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• Pollutant load reductions from AMD treatment system installation 

• Implementation of conservation practices on farms  

Where are we now?  
• More than 150 partner organizations 

• Dedicated full-time SA N coordinator 

• Significant investment in watershed restoration efforts 

• Significant leveraging of resources across the watershed 
• Since 2006 the Schuylkill River Restoration Fund awarded  

$3.6M+ in grants to fund 100+ projects, with $4.9M+  
leveraged 

• Pollutant load reductions from AMD treatment system  
installation: 

• Iron –  tons/yr 88 
• Aluminum –  tons/ 3 yr 
• Manganese – 6  ton s/yr 

• Implementation of conservation practices on farms: 
• 166+  manure storage facilities 
• 172+  barnyard repairs 
• 86+  stream crossings 
• 475+  acres of riparian buffer plantings 

• Educating stakeholders and promoting stewardship: 
• 3 ,584 trash clean ups 
• 94 ,059 volunteers 
• 207,858  tons of trash removed 
• ~1.2M Schuylkill River Trail users annually 

Accomplishments 

Nationally recognized regional stakeholder coordination model for watershed protection initiatives. 

Impact of Agriculture BMPs 

AFTER RESTORATION 

Impact of Agriculture BMPs 

BEFORE RESTORATION 
Silver Creek  
AFTER RESTORATION 

Silver Creek  
BEFORE RESTORATION 

• Educating stakeholders and promoting stewardship 
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CHALLENGE: Traditional water quality monitoring 

Samplers drive around the City, collect samples, and return to 

the laboratory for tests to be completed 

• To cover more than 3000 miles of water main, 13 pressure 

districts 

• To cover 400 MG of stored drinking water in the system 

Responding to water quality events “after the fact” 

• Discovery of events occurs after lab analysis or through 
customer complaints 
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Water Operations were separated from Water Quality 

• Individual PWD operational units managed separate database systems 

• Accessibility to these databases was limited or incompatible 
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INNOVATION: Develop an Online Water Quality 

Monitoring Network 

• Contaminant Warning System Grant from USEPA 

• 1 of only 5 US cities selected 

• $9.5M awarded over 5 year period 

• 38 fixed stations and 8 rapid deployment 

modules at critical points within the system 

• WQ Parameters Customized to each site 

• More than 200,000 test results generated daily 

at 2minute intervals at each site 

• Real-time event detection, 24/7, accessible by 

Operations 

• System Redundancy 
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RESULT: A smarter safer distribution system 

Surveillance and Response System via a Dashboard 

• Integrated data from multiple sources 

• OWQM data, customer complaints, work orders, GIS information 

• Share trends and alarm information in real time 

Dynamic understanding of the distribution system  

• Water quality changes with season of year, demand, valve operations, etc 
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• Water quality changes with pumping and tank operations 

• Water quality changes after main breaks and other disturbances 

• Water quality conditions associated with customer complaints 

Our own system allows testing new technologies 

• Open architecture allows flexibility in evaluating new technologies 

• New technologies come to us, to test their ability to support such a system  

Finance & Capital Procurement 
CHALLENGES: Philadelphia’s poverty rate and water shut offs 

Goals: 

An affordable monthly bill 

• Protection against shutoff 
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• Encouragement of timely payments 

Our mission is to 

provide all  

Philadelphians 
with safe, 
reliable, 

affordable  

water 

Challenges: 

• Philadelphia poverty rate: 26%  
of the population 

• 40 ,000 residential properties in  
shut  off,  as of April 30, 2018 

• 

Shutoffs 

% of Philadelphians Below 

Federal Poverty Line 

Pew Charitable Trust 

160 
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Finance & Capital ProcurementTiered 

Assistance Program 
INNOVATION: Tiered Assistance Program (TAP) 

By offering more affordable options, we are encouraging more 
customers to stay current on their water bills—a benefit to all 
customers and the neighborhoods in which they live 



Innovation Area  

240 

• Nationally-recognized affordability program for 

low-income customers and customers with special hardships  

• Reduces monthly water bills  

• TAP helps customers address water bills 

before they become delinquent 

• Through October 2019 - over 50,000 TAP 

applications received! 

Finance & Capital 

Procurement 
RESULT: Demonstrated support for our 

customers/rate payers 
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Eligibility by Income, at a Glance: Our Message 

• IF YOU’RE STRUGGLING TO PAY 

YOUR WATER BILL, DON’T WAIT  

UNTIL IT’S OVERDUE; TAKE ACTION  

NOW  

• ELIGIBILITY HAS EXPANDED  

• YOU DON’T NEED TO BE BEHIND 

ON YOUR BILL TO APPLY  

• GET A MORE PREDICTABLE BILL  

• EARNED FORGIVENESS OF PRIOR 

PENALTIES  

• THERE’S JUST ONE APPLICATION  

• THERE ARE MORE WAYS TO APPLY  

Income 0-
50% FPL 

Income 

51-100% 
FPL 

Income 

101-150% 
FPL 

Income 

≥151% FPL  
& Special  
Hardship 

Income  
151-250% 

FPL 

Monthly 
bill capped 
at 2% of 
monthly 
income. 

No 
payments 
toward 
arrears 
required. 

Monthly 
bill capped 
at 2.5% of 
monthly 
income. 

No 
payments 
toward 
arrears 
required. 

Monthly 
bill capped 
at 3% of 
monthly 
income. 

No 
payments 
toward 
arrears 
required. 

Monthly 
bill capped 
at 4% of 
monthly 
income. 

No 
payments 
toward 
arrears 
required. 

Monthly 
payments 
toward 
arrears are 
set so that 
total 
monthly bill 
is about 4% 
of monthly 
income. 
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Future Objectives 
Climate Change Adaptation & Mitigation 
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in all PWD planning processes, design guidance, decision-making tools & operating  • Include a climate change &resiliency overlay  

frameworks  
• PWD’s Utility Wide Strategic Energy Plan  

includ es strategies to recover its intrinsic  
resources, reduce greenhouse gas emissions  
by 50% by 2030 (vs 2006 levels), and pursue  
resilient and economically beneficial energy  
operations 

Precipitation 

Extreme storm events* 

Sea levels 

Air temperature       

Drought? 

* number of heavy & extremely heavy 
precipitation events/year 
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Future Objectives 
Continue integrated water resource management and 

partnerships within an integrated regulatory framework 

• Build on PWD’s structure and history of watershed based work to become a fully integrated, 
One Water utility and guide priorities and investments 

• Align interests and leverages assets with other city departments, private entities and upstream 
communities in our watersheds to improve water quality  

Clean Water Act Section 402 Amendments | January 2019 



 

245 
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Integrated Infrastructure Planning and the  

Current Regulatory Context Panel  

July 16-17, 2019 

Marc Cammarata, P.E.  

Deputy Water Commissioner - Planning 

Climate-Resilient Planning for Urban Stormwater and  

Wastewater Utilities Workshop  
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Philadelphia Water Department | 

A ‘One Water’ Utility 
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The primary mission of the Philadelphia Water Department 
is to plan for, operate, and maintain both the infrastructure 
and the organization necessary to purvey high quality 
drinking water, to provide an adequate and reliable water 
supply for all household, commercial, and community 
needs, and to sustain and enhance the region’s watersheds 
and quality of life by managing wastewater and 
stormwater effectively.  

In fulfilling its mission, the utility seeks to be customer-
focused, delivering services in a fair, equitable, and 
cost-effective manner, with a commitment to public 
involvement. Having already served the City and region 
for nearly two centuries,  

the utility’s vision for the future includes an active role in 
the economic development of Greater Philadelphia and a 
legacy of environmental stewardship. 

Planning Approach | Integrated,  
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Long-Term, and Watershed-Wide 

Integrating regulatory requirements to achieve long-term health 
of our environment 

 

CSO 

Permit 

Requirements 

Stormwater  
Management 

MS4 Permit 

Stream and  
Habitat  

Restoration 
TMDLs 

Source Water 

Protection 

Stakeholder  
Goals 

Future  
Regulatory  

Requirements 

Integrated Watershed Management Planning 



 

 

 Year 5 Year 10 Year 15 Year 20 Year 25 

 744 2,148 3,812 6,424 9,564 

Green City, Clean Waters | CSO Long  

Term Control Plan Update of 2011 

25  Year COA/NPDES Greened Acre Obligation 

9,564 
Greened Acres 

Water Pollution Control Plants and  
Collection System Enhancements 

14.5  mi 
Interceptor  

Relining 

% Volume Reduction 85 

85 % Mass Removal 
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744  

 

1,404  

 

1, 664  

 

2 ,612  

  

3, 140  

  

168 
  -  1,000  2,000  3,000  4,000  5,000  6,000  7,000  8,000  9,000  10,000 

Greened Acres 

Green Stormwater Infrastructure in 

the City of Philadelphia 
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Stormwater  

Regulations  

( Development ) 

Incentivized  

Retrofits 

( SMIP/GARP ) 

Public Retrofits
( Green Streets, Parks, Facilities, etc.

Green City, Clean Waters Goals 
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Combined Sewered Area – 650+ projects 

GSI on Streets, Schools, Parks and other Public 
Property: 270 GA 

GSI on Private Development and Redevelopment 
Projects: 570 GA 

GSI Through Incentivized Retrofits: 515 GA 

Separate Sewered Area – 250+ projects 

GSI on Private Development and Redevelopment 
Projects: 380 GA 

GSI Through Incentivized Retrofits: 110 GA 

RainCheck Installations – 3600+ locations 
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1845+ Greened Acres 
Citywide 

1355 GA – CSS 

490 GA – MS4 



 

 

 

Greened Acres | Milestones 
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Clean Water Act Section 402  

744 

2148 

3812 

6424 

9564 

0 

1000 

2000 

3000 

4000 

5000 

6000 

7000 

8000 

9000 

10000 

2011 Year 5 Year 10 Year 15 Year 20 Year 25 

( Re)Development Incentivized Retrofits Public Retrofits 

Renew Replace Remaining GAs WQBEL 

Evaluation and  
Adaptation Plan due  
Oct. 2021 

Current  
Progress: 
~1,400 GAs 

171 
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Amendments | January 2019 

Adaptation → Integrated Planning and Integrated Affordability 
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Heat Stress| Service Shutoffs | Income 
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Tiered Assistance Program| IncomeBased 

Rates 

Income 0-
50% FPL 

Income 

51-100% FPL 

Income 

101-150% FPL 

Income ≥151%  
FPL & Special 

Hardship 

Income  
151-250% 

FPL 

Monthly bill 
capped at 2% 
of monthly 
income. 

No payments 
toward 
arrears 
required. 

Monthly bill 
capped at 2.5% 
of monthly 
income. 

No payments 
toward 
arrears 
required. 

Monthly bill 
capped at 3% 
of monthly 
income. 

No payments 
toward 
arrears 
required. 

Monthly bill 
capped at 4% 
of monthly 
income. 

No payments 
toward 
arrears 
required. 

Monthly  
payments 
toward arrears 
are set so that 
total monthly 
bill is about 4% 
of monthly 
income. 
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Ex. – Gravity Mains - Model results suggest that PWD’s Renew and Replace program will 

Aging Infrastructure | Linear Assets 
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need to increase from ~11 miles per year to ~34 miles per year in 2058  
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Drinking Water Master Plan 

Key  
Projects 10 

Individual  
Projects 400 

Combined  
Estimate $2.5  B 
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Source Water Protection | Emerging  

Contaminants 

Emerging Contaminants 

• PFAS/PFOAs 

• Microplastics, 

• Unregulated DBPs 

• Legionella and Mycobacterium 

• NDMA 

Source Water Policy / Emerging Regulations 

• Flexible Flow Management Plan 2017 

• Lead and Copper Rule 

• Total Coliform Rule 

• Unregulated Contaminant Monitoring Rule 

• LT2 Enhanced Surface Water Treatment  
Rule 
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TMDL PLAN REQUIREMENTS FOR DISCHARGES TO WATERS IMPAIRED FOR 

NUTRIENTS AND/OR SEDIMENT 

A reduction of 10% or 5% of the permittee’s existing sediment or TP load, 

respectively, as calculated by the permittee in its TMDL Plan and  

approved by DEP  

Municipal Separate Storm Sewer  

System (MS4) 
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Nutrient Management | Salinity 

NH 3 Load (lbs/d) 

Dischargers of Ammonia to the Delaware Estuary 



 

 
 

Precipitation 

Extreme storm events* 

Sea levels 

Air temperature       

Drought? 

Flooding during Hurricane Irene, 2011  
Source: Philadelphia Bicycle Coalition 

* number of heavy & extremely heavy  
precipitation events per year 

Changing Climate | Flood Prone Areas 

180 



 

 

Hydrologic & Hydraulic Models  

- Watershed runoff (SWMM) 

- Drainage system performance (SWMM) 

Hydrodynamic and Water Quality 

Models 

- Delaware River and tidal tributaries 

(EFDC) 

- Non-tidal tributaries (EFDC) 

Reservoir Optimization Model 

- Source water supply (OASIS) 

Water Pollution Control Plant (WPCP) 

Modeling  

- Hydraulic models (MS Excel, Infoworks) 

- Computational Fluid Dynamics (CFD) 

- Treatment process 

(BioWin) 

Warning System 

Tools 

- Early Warning 

System (drinking 

water supply) 

- Contaminant 

Warning System 

(distribution 

system) 181 -

 CSOcast 

(combined sewer 

collection system) 

Chemical 

Data| Modeling | Tools 



 

 

Physical  

Biological 

Meteorological 

& 

Actionable Climate  

Science  

- High resolution  

precipitation projections 

- Sea level rise and storm 

tide projections 

- Temperature 

projections 
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www.phila.gov/wate r 

www.phillywatersheds.or g 

www.pwdplanreview.or g 

www.phila.gov/water/swmap / 

@PhillyH2O 

www.facebook.com/PhillyH2 O 

http://www.phila.gov/water
http://www.phila.gov/water
http://www.phillywatersheds.org/
http://www.phillywatersheds.org/
http://www.pwdplanreview.org/
http://www.pwdplanreview.org/
http://www.phila.gov/water/swmap/
http://www.phila.gov/water/swmap/
http://www.facebook.com/PhillyH2O
http://www.facebook.com/PhillyH2O
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Glen Abrams  
Deputy Commissioner – Communications and Engagement 

One Water Summit 2019 

September 19, 2019 

Philadelphia’s ‘One Water’ Approach 

to Utility Management 
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Philadelphia Water Department | 

A ‘One Water’ Mission 
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The primary mission of the Philadelphia Water Department 
is to plan for, operate, and maintain both the 
infrastructure and the organization necessary to purvey 
high quality drinking water, to provide an adequate 
and reliable water supply for all household, commercial, 
and community needs, and to sustain and enhance the 
region’s watersheds and quality of life by managing 
wastewater and stormwater effectively.  

In fulfilling its mission, the utility seeks to be customer-
focused, delivering services in a fair, equitable, and 
cost-effective manner, with a commitment to public 
involvement. Having already served the City and region 
for nearly two centuries,  

the utility’s vision for the future includes an active role in 
the economic development of Greater Philadelphia and 
a legacy of environmental stewardship. 
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Integrating regulatory requirements to achieve long-term health 

of our environment 

 

CSO 

Permit 

Requirements 

Stormwater  
Management 

MS4 Permit 

Stream and  
Habitat  

Restoration 
TMDLs 

Source Water 

Protection 

Stakeholder  
Goals 

Future  
Regulatory  

Requirements 

Integrated Watershed Management Planning 

Planning Approach |  

Integrated, Long - Term, and Watershed - Wide 
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• PWD uses a  partnership- 

approach to implement water  
quality improvements outside  
of our water system’s  

boundaries 

• More than 10,000 square miles  
of co ntributing watershed area 

• Less than 2% in Philadelphia’s  

juri sdiction 

• Regional thinking is paramount! 

Regional Partnerships |  

Watershed Management Strategy 
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Philadelphia Water Department’s Source Water Assessment led to a carefully developed, 

multifaceted plan that extends into two keys watersheds 

• Building watershed partnerships 

• Increasing communication around emergency events 

• Developing sustainable funding for restoration and education projects 

• Increasing public awareness of the regional importance of watersheds 

Priority Objectives 

Source Water  

Assessments 

Source Water  

Protection Plans 

Source Water  

Protection Program 

Regional Partnerships |  

Source Water Protection 
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• Reducing the impact of point and nonpoint source pollution 

Regional Partnerships |  

Schuylkill Action NetworkSchuylkill Action 

Network (SAN) 
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A watershed-wide organization with a mission to improve the water resources of the Schuylkill  

Through the SAN, PWD is able to support projects upstream to meet 

regulatory requirements and protect Philadelphia’s drinking water source 

Pathogens and  
Point Source  
Workgroup 

  Abandoned Mine 

Drainage  
Workgroup 

Agriculture  
Workgroup 

Stormwater  
Workgroup 

Watershed Land  
Collaborative 

Education and  
Outreach  

Workgroup 

Executive  
Steering  

Committee 
Planni ng  

Commit tee 

River Watershed  
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Combined Sewer System 

• Long Term Control Plan Update  

(2011) 

• Green City ,  Clea n Waters 

Municipal Separate Sewer System 

• Current NPDES Permit Issued in  

2005 

• New draft permit under  

consi deration by EPA/PA-DEP 

Stormwater Management |  

MS4/CSO NPDES Permits 



 

 

 Year 5 Year 10 Year 15 Year 20 Year 25 

 744 2,148 3,812 6,424 9,564 

Green City, Clean Waters | CSO Long  

Term Control Plan Update of 2011 

25  Year COA/NPDES Greened Acre Obligation 

9,564 
Greened Acres 

Water Pollution Control Plants and  
Collection System Enhancements 

14.5  mi 
Interceptor  

Relining 

% Volume Reduction 85 

85 % Mass Removal 



 

 

744  

 

1,404  

 

1, 664  

 

2 ,612  

  

3, 140  

  

190 
  -  1,000  2,000  3,000  4,000  5,000  6,000  7,000  8,000  9,000  10,000 

Greened Acres 

Green Stormwater Infrastructure in the City 

of Philadelphia 
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191 

Stormwater  

Regulations  

( Development ) 

Incentivized  

Retrofits 

( SMIP/GARP ) 

Public Retrofits 

( Green Streets, Parks, Facilities, etc. ) 

Green City, Clean Waters Goals 



 

 

Combined Sewered Area – 650+ projects 

GSI on Streets, Schools, Parks and other Public 
Property: 270 GA 

GSI on Private Development and Redevelopment 
Projects: 570 GA 

GSI Through Incentivized Retrofits: 515 GA 

Separate Sewered Area – 250+ projects 

GSI on Private Development and Redevelopment 
Projects: 380 GA 

GSI Through Incentivized Retrofits: 110 GA 

RainCheck Installations – 3,600+ locations 
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1,845+ Greened Acres 
Citywide 

1,355 GA – CSS 

490 GA – MS4 
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Greened Acres | Milestones 



 

 

 

744 

2148 

3812 

6424 

9564 

0 
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7000 
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9000 

10000 

2011 Year 5 Year 10 Year 15 Year 20 Year 25 

( Re)Development Incentivized Retrofits Public Retrofits 

Renew Replace Remaining GAs WQBEL 

Evaluation and  
Adaptation Plan due  
Oct. 2021 

Current  
Progress: 
~1,400 GAs 

193 
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Clean Water Act Section 402  

Amendments | January 2019 



 

 

Adaptation → Integrated Planning and Integrated 

Affordability 
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Established service goals for six categories to guide planning process 

 

Water Master Planning | 

Level of Service Goals 
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Water Master Planning |  

Recommendations 

Key  
Projects 10 

Individual  
Projects 400 

Combined  
Estimate $2.5  B 
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Income 0-
50% FPL 

Income 

51-100% FPL 

Income 

101-150% FPL 

Income ≥151%  
FPL & Special 

Hardship 

Income  
151-250% 

FPL 

Tiered Assistance Program|  

Income - Based Rates 
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Monthly bill 
capped at 2% 
of monthly 
income. 

No payments 
toward 
arrears 
required. 

Monthly bill 
capped at 2.5% 
of monthly 
income. 

No payments 
toward 
arrears 
required. 

Monthly bill 
capped at 3% 
of monthly 
income. 

No payments 
toward 
arrears 
required. 

Monthly bill 
capped at 4% 
of monthly 
income. 

No payments 
toward 
arrears 
required. 

Monthly  
payments 
toward arrears 
are set so that 
total monthly 
bill is about 4% 
of monthly 
income. 

• Partnerships are critical in coordinating, efficiently using resources, and 

optimizing benefits  
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• Integrated long-term utility planning leads to more cost-effective 

solutions 

• Climate science and innovation plays a crucial role in adaptive long-

term utility management  

• There’s still plenty of work to be done! 

Concluding Remarks 

Thoughtful planning yields measurable results 
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Thank You! 
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Highlights: Utility Responses to COVID-19 

October 2020 



 

 

 

terms 

• Special Hardships 

Such as Loss of Job  

• Tiered Assistance Program  ( TAP ) 

• Assistance for 150-250% FPL 

• Senior Citizen Discount 

• Payment Agreements 

NEW During COVID:  Possibility for  
lower down payment and longer  
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201 

PHILADELPHIA WATER DEPARTMENT | CUSTOMER ASSISTANCE  
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One application form, many people.  

The same Customer Assistance form is now used  

to apply for all assistance.  People with lower  

incomes ,  senior citizens , or those experiencing  

special hardships  should all apply.   
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NEW CUSTOMER PROTECTIONS 
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Extension of Shutoff Protection 
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No shutoffs, 

extended 

through  

Spring 2021: 
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NEW In Response to COVID-19 

Compassionate Outreach 

During pandemic, making TAP customers 

aware of options to help get 

current on their water bill, 

with an emphasis on ways to 

help. 

Planned letters, In-person phone calls: 



 

 

304 

• Trouble paying your TAP bill? – Call us to set up a special payment 

agreement. • Household circumstances changed?  

You may be eligible for a lower monthly bill. 

• NEW! Now you can earn more debt forgiveness by staying 

current on your TAP bill 

NEW 

Principal Balance Forgiveness 
Good incentive for delinquent TAP customers 

to make full payments! 
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As of September 2020, water 

customers enrolled in the Tiered 

Assistance Program can start to 

earn debt forgiveness after 

making 24 payments in full. 

NEW Principal 

Balance 

Forgiveness 
• You can earn forgiveness on all the 

debt you had when you were first 
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approved for TAP. • There are two 

types of debt:  

penalties and principal. 

a) Penalty forgiveness has not  

changed; all full payments, even 

if before September 2020, count 

toward forgiveness. 

b) Principal forgiveness is new and 

you can start your count of 24 full 

payments on TAP bills dated 

September 1, 2020 or after. 
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• For most TAP customers this will be 

an even bigger benefit.  

More information  
coming soon! 
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How to Enroll 

Apply Online: www.phila.gov/water-bill-

help 
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Call PWD’s  
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Customer Contact Center: (215) 685-6300 



 

 

209 
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PHILADELPHIA WATER DEPARTMENT | CUSTOMER ASSISTANCE  

Thank you! 
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CITY OF PHILADELPHIA 

Tiered Assistance Program 

( TAP ) 
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This is what you can expect today. 

TAP 

Tiered Assistance Program 

▪ First-of-its-kind water utility customer assistance program, launched by  

The Philadelphia Water Department (PWD) in July 2017.*
 

▪ A new way for PWD to help customers with lower incomes, senior citizens 

and those experiencing special hardships, to get fixed, lower monthly water 

bills and help avoid shut off, making it easier to keep their homes and 

maintain their households. 
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*Based on PWD & consulting firm research. 

CITY OF PHILADELPHIA | Tiered Assistance Program 

This is what we do. 

The Philadelphia Water Department 

(PWD) provides the Philadelphia region 

with integrated water, wastewater and 

storm water services. 

• We serve more than 1.7M customers in 

Philadelphia and adjacent counties. 

• We maintain nearly 7,000 miles of 

water & sewer infrastructure. 

CITY OF PHILADLEPHA|  Tiered Assistance Program 
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• We offer meaningful employment to more than 2,100 city residents. 

• We are fully funded by our customers, not by taxes. 

This is how we’ve ALWAYS helped. 

Pre-TAP Assistance Programs Summary: 

✓ Senior Citizen Discount 

  

✓ Homeowners Emergency Loan Program 
(HELP) 

✓ Charitable Organization Discount  ✓ Conservation Assistance Program (CAP)  

✓ Water Revenue Assistance Program 
(WRAP) 

✓ Cross Connection Abatement Program  

✓ Utility Emergency Services Fund (UESF)  ✓ Basement Protection Program (BPP) 
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Approximate total of all  assistance programs in 

fiscal year 2017: > $34 
million 

CITY OF PHILADELPHIA | Tiered Assistance Program 
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This was the road to TAP. 

A City Council Ordinance and Water, Sewer and Storm Water Rate Board 

Decision required the establishment of an assistance program that allows low-

income customers to pay reduced rates, based upon a percentage of their 

household incomes. 

 

November 19, 2015 December 1, 2015 June 8, 2016 July 1, 2017 

IMPLEMENTATION 
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Bill No. 140606-AA: 
An Ordinance 
providing for the 
establishment of 
low-income rates. 

Mayor Michael 
Nutter signed the 
ordinance, passed 
by City Council. 

The Rate Board issued a 
decision that set the 
parameters for the 
FY2017-2018 Rates. 

First day a 
customer can 
submit an 
application for the 
TAP program. 

This is what’s different about TAP. 

• Monthly bills that can range from 2-4% of eligible customers’ total household 

incomes. The lowest income bracket may have bills as low as $12 per month. 

• Customers do not have to be delinquent or behind on their bills to enter the 

program.  This allows us to be proactive with assistance.  

• Bills do not go up based on usage. Customers pay a set amount, making bills more 

predictable and affordable. 
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• Customers who may have a higher incomes, but have experienced a hardship -
such as a loss of job, death of primary wage earner or serious illness -- may still be 
eligible. 

• Past due amounts are suspended and not enforced upon, while customers are 

successfully enrolled in the program, preventing their debts from increasing. 

• Forgiveness of prior penalties is earned after 24 months of on-time payments. 

This is how we got TAP up and running. 
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Process and Policy Development 

software and system design, testing, implementation 

Outreach to current WRAP customers  
Mail letters In January and ongoing as needed 

Outreach to all customers  
implementation of communications toolbox 

Workshops  
Review Program  
& Application  

January 2017 March 2017 July 2017 June 2018 

Online and Program  
Call Ctr Customer resources  

June 2016 

Applications & Program   
Go-Live 
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These were our goals and challenges. 



 

 

CITY OF PHILADELPHIA  | Tiered Assistance Program 
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Program Goals: 



 

 

CITY OF PHILADELPHIA  | Tiered Assistance Program 
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▪ An affordable monthly bill 

▪ Protection against shutoff ▪ Encouragement of timely payments 

Program Challenges: 

▪ 40,000 residential properties in shut off,  as of April 30, 2018. 

▪ Philadelphia poverty rate: 26% of the population. 

▪ Estimated FY18 revenue impact:$18MM   

Actual costs are much lower in this first year of the program. 

▪ Coordination of efforts: PWD & WRB 

▪ Implementation costs: ~ $2MM. 

This is what we came up with. 
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Eligibility by Income, at a Glance: 

Income 0-
50% FPL 

Income 

51-100% 
FPL 

Income 

101-150% 
FPL 

Income ≥151%  
FPL & Special 

Hardship 

Income  
151-250% 

FPL 

Monthly bill 
capped at 2% 
of monthly 
income. 

No payments 
toward 
arrears 
required. 

Monthly bill 
capped at 2.5% 
of monthly 
income. 

No payments 
toward 
arrears 
required. 

Monthly bill 
capped at 3% 
of monthly 
income. 

No payments 
toward 
arrears 
required. 

Monthly bill 
capped at 4% 
of monthly 
income. 

No payments 
toward 
arrears 
required. 

Monthly  
payments 
toward arrears 
are set so that 
total monthly 
bill is about 4% 
of monthly 
income. 

This is what our customers need to know. 
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• IF YOU’RE STRUGGLING TO PAY YOUR WATER BILL, DON’T WAIT UNTIL IT’S OVERDUE; TAKE 

ACTION NOW. PWD/WRB offers a variety of billing assistance programs to help you maintain water, 

sewer and stormwater services for your home.  

• ELIGIBILITY HAS EXPANDED. Up to 60,000 Philadelphians may qualify. Even if you were never 

eligible before, you may qualify now. 

• YOU DON’T NEED TO BE BEHIND ON YOUR BILL TO APPLY. So don’t wait for a shutoff! 

• GET A MORE PREDICTABLE BILL. Eligible customers will pay a percentage of their bill based on their 

income; this may be as low as $12/month. 

• EARNED FORGIVENESS OF PRIOR PENALTIES. Make 24 months of on-time payments. 



 

 

CITY OF PHILADELPHIA  | Tiered Assistance Program 
328 

• THERE’S JUST ONE APPLICATION. We’ll find the best program for you. 

• THERE ARE MORE WAYS TO APPLY. You can submit online, in-person and by mail. 

This is how we’re telling them. 

Customer Stories: Promoting Eligibility & Benefits 
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Pre-Launch Outreach: 
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CALL TO ACTION:  
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• Flyers 

• Poster 

• Website 

• Advisory Com. (UESF, CLS,  

ECA, Drexel Center for  

Hunger Free Communities) 

• Town Hall and Public 

Meetings • City Council 

Constituent Staff (w/ UESF) 

• Stakeholder Trainings 

Sign up for notification 

and more info. 
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Post-Launch Media Campaign: 

SEPTA Campaign 
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Timeframe: Mid-July to end 

of August; Post Labor Day till 

mid-October 

Ads:  

• Radio 

• Interior subway ads 

• Buses (interior/exterior) 

• Subway platform ads 

CALL TO ACTION:  

Apply and we’ll find the best program for you. 
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This is how we’re doing so 

far. 
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Estimated Media Impressions 

(Billboard, Radio, online): 

18.9MM weekly  x  14 weeks 

= 264.6MM 

Data as of May 31, 2018. 

Applications Requested: 

37,521 

Applications Submitted: 

21,522 

= Close to 60% of our 
customers requesting 
applications have 
submitted them to us. 
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Miles to go before we sleep: 
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Thank You. 
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CITY OF PHILADELPHIA 

Tiered Assistance Program 

( TAP ) 
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PWD is a Cost of Service Utility 

“Cost-of-service” is a process by which total system revenue 
requirements are allocated to users of the system in 
proportion to services received. These principles include: 

• Recognize differences in customer characteristics 

• Establish reasonable nexus between fees charged and costs incurred 

in providing service 

• Meet Regulatory Requirements 

• Establish basis for reasonable and defensible rates 

• Cost Based Rates Provide Sufficient Funding to all Utilities to Build,  

Operate, Maintain and Reinvest in their Systems.  (AWWA M1 

Manual) 
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Assistance has always been available 

for those who need it.  

Pre-TAP Assistance Programs Summary 

Senior Citizen Discount 

 
Homeowners Emergency Loan Program (HELP) 

Charitable Organization Discount  Conservation Assistance Program (CAP)  

Water Revenue Assistance Program 
(WRAP)  

Cross Connection Abatement Program  

Utility Emergency Services Fund (UESF)  Basement Protection Program (BPP) 



 

 

CITY OF PHILADELPHIA  | Tiered Assistance Program 
341 

Approximate total of all  assistance programs in 

fiscal year 2017: Over $34 

million 

CITY OF PHILADELPHIA | Tiered Assistance Program 

The Road to  

Tiered Assistance Program (TAP) 

A City Council Ordinance and Water, Sewer and Storm Water Rate Board Decision 

requires the establishment of an assistance program that allows low-income customers 

to pay reduced rates based upon a percentage of their household income. 
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Bill No. 140606-AA: 
An Ordinance 
providing for the 
establishment of 
low-income rates. 

Mayor Michael 
Nutter signed the 
ordinance passed 
by City Council. 

The Rate Board issued 
a decision that set the 
parameters for the 
FY2017-2018 Rate 

First day a 
customer can 
submit an 
application for the 
TAP program. 

What is Different About TAP? 

• Monthly bills based on income which can range from 2-4% of a customer’s total 

household income. Lowest income bracket may have a minimum bill of $12 per 

month. 

• Customers do not have to be delinquent or behind on their bill to enter the 

program.  This allows us to be proactive with assistance as opposed to reactive.  

November 19, 2015 December 1, 2015 June 8, 2016 July 1, 2017 

IMPLEMENTATION 
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• Program is income-based and not a payment agreement, making bills more 

predictable and affordable. 

• Bills do not go up based on usage. Customers pay a set amount. 

• Customers who may have a higher income, but have experienced a hardship, such 

as a loss of job, death of primary wage earner or serious illness, may still be eligible. 

• Past due amounts are suspended and not enforced upon while successfully enrolled 

in the program, preventing debt from increasing. 

• Earned forgiveness of prior penalties after 24 months of on-time payments 

Top TAP Messages  
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• If you’re struggling to pay your water bill, don’t wait until it’s overdue to take 
action. PWD/WRB offers a variety of billing assistance programs to help you maintain 
water, sewer and stormwater services for your home.  

• You do not need to be delinquent as this program is designed to keep customers in 

good standing with continued access to water and sewer services. 

• Eligible customers will pay a percentage of their bill based on their income. 

Customers in the lowest income bracket will pay a bill equivalent to 2% of their 

monthly income for a minimum of $12/month. Bill is capped as a percentage of 

income and is constant each month. 

• Outstanding balances accrued prior to TAP enrollment are put on hold. 

• Earned forgiveness of prior penalties after 24 months of on-time payments. 
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TAP Goals and Statistics at a Glance 
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• Program Goals: 
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- An affordable monthly bill 

- Protection against shut off 

- Encouragement for timely payments 

• 40,000 residential properties in shut off status as of April 30, 2018 

• Philadelphia poverty rate 26% of the population 

• Estimated Revenue Impact of New Program was $18 million for FY18. Actual cost much 
lower in the first year of the program 

• Implementation Costs approximately $2 million 

Eligibility by Income at a Glance 

Income 0-
50% FPL 

Income 

51-100% 
FPL 

Income 

101-150% 
FPL 

Income ≥151%  
FPL & Special 

Hardship 

Income  
151-250% 

FPL 
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Monthly bill 
capped at 2%  
of monthly 
income 

No payments 
toward 
arrears 
required 

Monthly bill 
capped at 2.5%  
of monthly 
income 

No payments 
toward 
arrears 
required 

Monthly bill 
capped at 3%  
of monthly 
income 

No payments 
toward 
arrears 
required 

Monthly bill 
capped at 4%  
of monthly 
income 

No payments 
toward 
arrears 
required 

Monthly  
payments 
toward arrears 
set so that total 
monthly bill is 
about 4% of 
monthly 
income 

Using Customer Journey to Define  

Communications Scope 
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Framework to unify communications across channels and across partners at every stage.  

Customer Stories: 

Awareness 

Info  

Gathering 
Application 

Application  

Review 

Bill Stuffer       Letter 

Radio 

Web page Online 

Paper Form 
Partner Agency  

fact Sheet 

Letter 

Sample  

Comm.  

Scope  

Items 
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Promoting eligibility and benefits 
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Pre-Launch Informational Campaign 
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CALL TO ACTION:  

Sign up for notification 

and more info 
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• Flyers 
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• Poster 

• Website 

• Advisory Com. (UESF, CLS,  

ECA, Drexel Center for  

Hunger Free Communities) 

• Town Hall and Public Meetings • City Council Constituent Staff with UESF 

• Stakeholder Trainings 

Post-Launch Promotional Campaign 
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SEPTA Campaign 

Timeframe: Mid-July to end of 

August; Post Labor Day till mid-

October 

Ads:  

• Radio 

• Interior subway ads 

• Buses (interior/exterior) 

• Subway platform ads 

CALL TO ACTION:  

Apply and we’ll find the best program for you 
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Implementation Timeline: 
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Process and Policy Development 

software and system design, testing, implementation 

Outreach to current WRAP customers  
Mail letters In January and ongoing as needed 

Outreach to all customers  
implementation of communications toolbox 

Workshops  
Review Program  
& Application  

January 2017 March 2017 July 2017 May 2018 

Online and Program  
Call Ctr Customer resources  

June 2016 

Applications & Program   
Go-Live 
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Questions? 

Thank you! 
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CITY OF PHILADELPHIA 

Tiered Assistance Program 

( TAP ) 
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a 

1. PWD – Who We Are  

and How We Are  

Funded 

2. Tiered Assistance  

Prog ram 

3. Public Outreach and  

Comm unications 

Presentation  

Overview 
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We provide the City with integrated water, 

wastewater, and stormwater services 

Vision: Maintain and grow PWD’s position as a leader in innovation 
and environmental protection 

 We are one of the City’s ten operating 

departments 

 We serve under a dedicated Water 

Fund established pursuant to 

City Charter 

 We operate, maintain, repair and 

improve the Water and Wastewater 

Systems 

Who We Are 



 

 

CITY OF PHILADELPHIA  | Tiered Assistance Program 
362 

 We are fully funded by our customers; not taxes 

What does this work look Like? 

Wastewater Drinking Water 

 

Stormwater Delivery and Collection 
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Assistance has always been available for 

those who need it.  

Pre-TAP Assistance Programs Summary 

Senior Citizen Discount 

 
Homeowners Emergency Loan Program (HELP) 

Charitable Organization Discount  Conservation Assistance Program (CAP)  

Water Revenue Assistance Program 
(WRAP)  

Cross Connection Abatement Program  
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Utility Emergency Services Fund (UESF)  Basement Protection Program (BPP) 

Approximate total of all  assistance programs in fiscal year 2016: 

Over $31 million 
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The Road to  

Tiered Assistance Program (TAP) 

A City Council Ordinance and Water, Sewer and Storm Water Rate Board Decision 

requires the establishment of an assistance program that allows low-income customers 

to pay reduced rates based upon a percentage of their household income. 

 

November 19, 2015 December 1, 2015 June 8, 2016 July 1, 2017 

IMPLEMENTATION 
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Bill No. 140606-AA: 
An Ordinance 
providing for the 
establishment of 
low-income rates. 

Mayor Michael 
Nutter signed the 
ordinance passed 
by City Council. 

The Rate Board issued 
a decision that set the 
parameters for the 
FY2017-2018 Rate 

First day a 
customer can 
submit an 
application for the 
TAP program. 

Key Points 

• If you’re struggling to pay your water bill, don’t wait until it’s overdue to take 
action. PWD/WRB offers a variety of billing assistance programs to help you maintain 
water, sewer and stormwater services for your home.  

• You do not need to be delinquent as this program is designed to keep customers in 

good standing with continued access to water and sewer services. 

• Eligible customers will pay a percentage of their bill based on their income. 

Customers in the lowest income bracket will pay a bill equivalent to 2% of their 



 

 

CITY OF PHILADELPHIA  | Tiered Assistance Program 
367 

monthly income for a minimum of $12/month. Bill is capped as a percentage of 

income and is constant each month. 

• Outstanding balances accrued prior to TAP enrollment are put on hold. 

• Earned forgiveness of prior penalties after 24 months of on-time payments. 

Eligibility by Income at a Glance 

Income 0-
50% FPL 

Income 

51-100% 
FPL 

Income 

101-150% 
FPL 

Income ≥151%  
FPL & Special 

Hardship 

Income  
151-250% 

FPL 
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Monthly bill 
capped at 2%  
of monthly 
income 

No payments 
toward 
arrears 
required 

Monthly bill 
capped at 2.5%  
of monthly 
income 

No payments 
toward 
arrears 
required 

Monthly bill 
capped at 3%  
of monthly 
income 

No payments 
toward 
arrears 
required 

Monthly bill 
capped at 4%  
of monthly 
income 

No payments 
toward 
arrears 
required 

Monthly  
payments 
toward arrears 
set so that total 
monthly bill is 
about 4% of 
monthly 
income 

Ways to Apply 
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OnlineBy Mail 

When 

applying online, Once your 

application you won’t be able to save arrives, don’t delay! your 

progress, so you’ll Applications must be need to be 

ready to finish received within 14 days once you start!of 

requesting the form.  

Have Questions? 

Visit a WRB office or  
Neighborhood Energy  
Center for help getting  
an application, or questions  
about completing one. 
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www.phila.gov/water-bill-help  ▪ 215.685.6300 

Application Checklist 

Basic info for the applicant, and for all members of the household.  

Proof of residency for the applicant only. 

Monthly income amounts, and proof of income  

TIP: For proof of monthly income: Be prepared to submit a month’s 
worth of your household’s most recent paystubs, or the previous year’s 
tax returns. Gather copies of that info ahead of time so you’re ready to 
fill out the form.  

For Special Hardships ONLY: 
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 Official documentation demonstrating hardship claim 
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Getting the Word Out 

Outreach and Communications “Toolbox” 

• Advisory Committee (ECA, CLS, UESF, • Earned Media NECs, Drexel Center for 

Hunger Free  • Radio 

 
Communities) 

• Advertising, e.g., SEPTA buses 

• 
Messaging 

• Targeted Social media 

• Publications (billstuffers, • Email to subscribers (opted-in) fact sheets, partner 

newsletters) 
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• Website 

• Community meetings 

• City Council constituent services •

 Workshops with partners and 

advisory committee members 

• Residential Customer Assistance  

• and Services Committee (RCAS) 

• Mailings 

Customer Stories: 

Promoting eligibility and benefits 
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Pre-Launch Informational Campaign 
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• Flyers 

• Poster 

• Website 

• Advisory Com. (UESF, CLS,  

ECA, Drexel Center for  

Hunger Free Communities) 

• Town Hall and Public 

Meetings • City Council 

Constituent Staff with UESF 

• Stakeholder Trainings 

CALL TO ACTION:  

Sign up for notification 

and more info 



 

 

CITY OF PHILADELPHIA  | Public Outreach and Communications 
376 

Post-Launch Promotional Campaign 

SEPTA Campaign 

Timeframe: Mid-July to end of 

August; Post Labor Day till 

mid-October 

Ads:  

• Radio 

• Interior subway ads 

• Buses (interior/exterior) 

• Subway platform ads 

CALL TO ACTION:  
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Apply and we’ll find the best program for you 
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Questions? 

Thank you! 
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