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PHLTRAP

Two Initativesthat involved multiple stakeholders
and large scale communication rollouts

U PWD Tap Water Initiatives
U Tiered Assistance Program (TAP)

‘f‘ -\.
A L

CITY OF PHILADELARHRAL TAP



PHLTTAP

PWD [Tap'\Water Initiative




Philadelphia Water
Department
Tap Water Initiatives

- Overview of ongoing survey work
- Tap water survey findings

- Tap waternitiatives
A Public Art
A Philly Water Bar

CITY OF PHILADELARHRAL TAP



A DrinkPhillyTap Coalition
A Tap Water Ambassadors

CITY OF PHILADELARHRAL TAP



Customer Research at PWD

- Tell us what you think!

CUSTOMER SURVEY

All participants have a chance to win a $100 gift card!

The Philadelphia Water Department (PWD) partners with the University of Pennsylvania to
find out what people in Philadelphia think about PWD and the services it provides.

WWW.PWDSURVEY.COM | TEXT @WATER TO 39242 | SCAN GR CODE (SEE BACK)

Source Frequency %
Bill insert 2069 57%
Email marketing /701 19%




Direct Email to past survey responde 512 14%
QR Code 206 6%

What do we dowith this information?

A Evaluate current programs

A Plan for future program implementation (AMI,
Ebilling)

A Work with units to evaluate their programs and
develop recommendations

A Guide communications development

CITY OF PHILADELRHRAL TAH Drink Philly Tap Water



A Inform drinking water initiatives

6

Drinking Water Choices

For the fourth year in a row, about 40% of Philadelphians say
drink bottled water most often at home.



zgx

2016
(n=1r 958)

2017
(n=1,902)

31%

2018
(n=3,256)

31%

2019
(n=3,608)

@ Bottled
water

O Filtered
tap
water

@ Unfilter
ed tap
water



Drinking Water Choices

Philadelphians drink bottled water because they hawacerns
with the safetyof tap water, prefer the taste of bottled water
and feelbottled water is more convenient

CITY OF PHILADELRHRAL TAH Drink Philly Tap Water



Have safety concerns about tap | 50%

Don't like the taste of tap water | 46%

Feel bottled water is more convenient | 42%




Perception of Water Quality and
Customer Satisfaction

CITY OF PHILADELRHRAL TAH Drink Philly Tap Water



Residents who were aware of
2018 . the Water Quality Report rated

Drinking the quality of PWD water
Water :

Quality ™8 higher and were more
Report o satisfied, overall.

Published Spring 2019

Survey project lead: Hailey Stern
Hailey.Stern@phila.gov

PPPPPPPPPPP

——ORFARTMENT —

Tap Water Initiatives

CITY OF PHILADELRHRAL TAH Drink Philly Tap Water



EVERYDAY HEALTHY HABIT:

Run that tap!

Flush out water that's been sitting in your pipes.

How long:

&=

MINUTES

Run your tap anytime you Running the cold
haven't used wa ix hours, kitchen tap for 3-5
like in the morning

wake up or when you come

home after work or school

Peace of mind
doesn't cost much.
It onl ies

toilet to help get
top-quality wat
your home.




Public Art: Water Themed Murals
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CITY OF PHILADELRHRAL TAH Drink Philly Tap Water




Water Bar& Public Studie Minneapolis

CITY OF PHILADELRHRAL TAH Drink Philly Tap Water



CITY OF PHILADELRHRAL TAH Drink Philly Tap Water



Philly Water Bar

CITY OF PHILADELRHRAL TAH Drink Philly Tap Water



N EDITION OF @he Philadelphia Hnquirer

Single copy price may be higher in outlying areas

CITY OF PHILADELRHRAL TAH Drink Philly Tap Water

THURSDAY

—_—

APRIL 25,2019

ﬁ‘$295




Drink Philly Tap Coalition

CITY OF PHILADELRHRAL TAH Drink Philly Tap Water



N

ImpactED w VLA SRR

UNIVERSITY 0f PENNSYLVANIA FOUNDATTION

PENNENVIRONMENT
PHILADELPHIA w
_VDVE&IETR_ PennEnvironment

Clean air. Clean water. Open spaces.

@ The Water Center

UNIVERSITY 0f PENNSYLVANIA

CITY OF PHILADELRHRAL TAH Drink Philly Tap Water



Drink Philly TapResearch

Developed systematic review of literature
around tap water consumption

Evaluated similar campaigns from peer cities
Used findings to develogurrent program and
guide ideas

Ongoing evaluation of current project important
to monitor success

CITY OF PHILADELRHRAL TAH Drink Philly Tap Water

Do Do To  I»



DrinkPhillyTap Branding & Campaign

EVERYDAY HEALTHY HABIT:

Money saving, = s~ # gy Run that tap!
water ﬂOWlng » _ \ Flush out water that's been sitting in your pipes.

When: How long:

=\ @:5

AM o PM MINUTES Peace of mind
Run your tap anytime you Running the cold doesn't cost much.
It only costs pennies

Take the tClp pledge- haven't used water for six hours,  kitchen tap for 3-5 N
aday. Youcan also

www.drmkphlllytap.org ¢ like in the morning when you minutes gets you the e R
wake up or when you come coldest, freshest water. toilet to help get
home after work or school. top-quality water in

your home.

“My family drinks Philly tap,
saving us hundreds of dollars a year.”

)

~ The time depends on
nﬁ-k & - ; ‘ _‘f 4 4 fnzg’::/‘;t”z:p is from
Philly Tap ) & 0 2




a Drink Philly Tap

DrinkPhillyTap.org

CITY OF PHILADELRHRAL TAH Drink Philly Tap Water



Philly tap water is safe, healthy, affordable and good for the
environment. Single-use bottled water is expensive and harmful to
the planet. Know the truth about your water.

Join millions of Philadelphians choosing to Drink Philly Tap!

Want to learn more?




DrinkPhillyTap Pledge

CITY OF PHILADELRHRAL TAH Drink Philly Tap Water



Join the movement — take the pledge. G Oal : COI I eCt 10 K pled g eS

The

thousands of dollars every year if you stop purchasing bottled water and choose tap instead. Join millions of - -
Philadelphians who ars drinking tap water today. rO I I l P I a e p I a n @ Ve r
I pledge to choose tap water over bottled water. 2 5 O O p I e d g e S I re d y

= to Drink Philty Tap Is clear - it's clean, safe, and affordable On average, you could save hundreds to

I'm going to:

| Drink tap water at home instead of buying bottled water S i g n e d

|
| | Carrya reusable water bottle when I'm out
l
!

| Ask for tap water when I'm offered bottled water

B i T a p Wate I

First Name * Last Name

- Ambassadors

Email ~

| would like to receive updates and Tap Tips from Drink Philly Tap by email! I r O g r a I I l

SUBMIT MY PLEDGE

CITY OF PHILADELRHRAL TAH Drink Philly Tap Water




ly from North and West Philadelf




tasked to be tap water champions in their neighborhoods.

Paid to spend @ hrs/month doing outreach, at events, etc.
facilitating conversations.

CITY OF PHILADELRHRAL TAH Drink Philly Tap Water



PHLTTAP

Tiered/Assistance Progra




Assistance has always been
avallable for those who need it.

Existing Assistance Programs Summary

Senior Citizen Discount Homeowners Emergency Loan ProgrameLp
Charitable Organization Discount Conservation Assistance Prograanp)
leviﬁr) Revenue Assistance Program Cross Connection Abatement Program
Utility Emergency Services FungEsF) Basement Protection Progransprpr)

CITY OF PHILADELRHRAL TAH Tiered Assistance Program



Approximate total of all assistance programs

(’ AY FAAOFE &8I NJHAMT 0O LN
v ?

=

The Road to Affordabillity:
Tiered Assistance Program (TAP)

A City Council Ordinance combined with the Water, Sewer and Storm Water
wk 0SS . 2 IsibiReQuired 3h8& €fablishment of an assistance program that
allows lowincome customers to pay reduced rates based upon a percentage of
their household income.

CITY OF PHILADELRHRAL TAH Tiered Assistance Program



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

IMPLEMENTATION
O O O— >

An Ordinance Mayor Michael The Rate Board issued First day custorn
providing for the Nutter signed the its decision setting could subnit an
establishment of low ordinance passed the parameters for application for tr
Income rates. by City Council. the TAP Program TAP program.
Extended

TAP Payment Plan

CITY OF PHILADELRHRAL TAH Tiered Assistance Program



Income Income Income LyO2YS Income
0-50% FPL 51-100% FPL| 101-150% FPL FPL & Special 151-250%
Hardship FPL
Monthly bill Monthly bill Monthly bill Monthly bill Monthly
capped at 2% | capped at 2.5% capped at 3% | capped at 4% | payments
of monthly of monthly of monthly of monthly toward arrears
income income income income set so that total

No payments
toward arrears
required

Payment plan
offered if in
danger of
disconnection

No payments
toward arrears
required

Payment plan
offered if in
danger of
dismnnection

No payments
toward arrears
required

Payment plan
offered if in
danger of
disconnection

No payments
toward arrears
required

Payment plan
offered if in
danger of
disconnection

monthly bill is
about 4% of
monthly
Income

CITY OF PHILADELRHRAL TAH Tiered Assistance Program




What IS Different About TAP?

Past due amounts are suspended and not enforced upon while
successfully enrolled in the programyeventing debt from increasing.

A Program is incoméased and not a payment agreement, making bills
more predictable and affordable.

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

A Proactive assistance to keep customers from becoming delinguar in
danger of disconnection.

A Earned forgiveness of prior penalties after 24 months of-time
payments

CITY OF PHILADELRHRAL TAH Tiered Assistance Program



A More accessible to customers through online, mobile friendly presence
and robust language access.

A Program accountability through enhanced metrics.

CITY OF PHILADELRHRAL TAH Tiered Assistance Program



Implementation Timeline

June 2016 January 2017 March 2017 July 2017 September 2019
. [ I ] 0
I [

Process and I?olicy Development

Business requirernents & SOP created, regulations drafted, IT design, testing, and implementaj

Applications & Progra




Implementation Timeline

June 2016 January 2017 March 2017 July 2017 September 2019
. [ I ] 0
I [

Process and I?olicy Development
Business requirernents & SOP created, regulations drafted, IT design, testing, and implementaj

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

Applications & Progra




Implementation Timeline

June 2016 January 2017 March 2017 July 2017 September 2019
. [ I 1
I [

Process and I?olicy Development
Business requirernents & SOfated, regulations drafted, IT design, testing, and implementatio

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

Outreach to all customers
Implementation of communications toolbox

Applications & Progra




aunch Communication Tool Kit

B

PNy e, ) ot

|8

Struggling to pay your water bill"gﬁ

Hector
Hector and his wife are /@fpw

seniors with some =
unpaid bills.

With a senior discount,
they lowered their bill
from $72 to $33.

Amandats

‘Sample amaunts shown. Savings amounts wil vory based
on individual customers’ information.

START HERE:
phila.gov/water-bill-help or call 215.685.6300




Implementation Timeline

CITY OF PHILADELRHRAL TAH Tiered Assistance Program



June 2016 January 2017 March 2017 July 2017 September 2019
' I I | I
. 1 [

Process and I°olicy Development
Business requirernents & SOP created, regulations drafted, IT design, testing, &rdemation

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

Applications & Progra
GolLive




Implementation Timeline

CITY OF PHILADELRHRAL TAH Tiered Assistance Program



BRSNS  — —— ———
June 2016 January 2017 March 2017 July 2017 September 2019

' I I | I

. 1 [

Process and I°olicy Development
Business requirernents & SOP created, regulations drafted, IT design, testing, aardemakion

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
Processing of CAP

Applications

Applications & Progra
Go-Live to Public




Assistance Successes

Applications Submitted Approved Applications

47,643 32,608

Applicants Recelving Assistance

CITY OF PHILADELRHRAL TAH Tiered Assistance Program



63%

What Customers Say About TAP

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

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

3 Nearly all (98%) of TAP participants found teapporting documents helpfulin
preparing the TAP application.

CITY OF PHILADELRHRAL TAH Tiered Assistance Program



3 Nearly all (96%) of TAP participants\y&anot had water shutoffs since enrolling in
the program.

3 The majority (88%) of TAP participants feel like the program Iha&dped them with
their budget.

3 Almost half (42%) of TAP participants feel like they ar®ng the same amount of
water as before enroliment.

CITY OF PHILADELRHRAL TAH Tiered Assistance Program



Continuous Img

Dear Customer,

In 2017, Philadelphia improved itswater assistance and discount
programs, following updatesto our requlations. Even though you
currently receive a Senior Citizen Discount on yourwater bil,
now you could baeligiblefor an aven lowar monthly bill.

What's New?

Please reply!

Why should you request the
new Customer Assistance
Programs application?
Seniorswhofill out our new
application may save even more

mon ey than they dowith their
current Senior Citizen Discount.

Send me

0L A

CITY OF PHILADELRHRAL TAH Tiered Assistance Program

application in English.

+ Expandad aligbllity for help with your bill. = Kathy saved
TSI SRR tncome (it £l e
1 person $2,602/ month have increaced =y o i
2 people $3.523/ month olbist W . R
3 people $4.444/ month household sivel $72t0$33.
4 people $5,265/ month
i your Incomals higher than thesa lImits: \We can also help people Mike saved
experiencing special hardships, such as high medical bils. f{;i?{m_"rh‘
is billwit
* Youdon'tnaad to ba behind on your watar bill to apply for halp. Senior Discount.
= Foranyoneona foed Incoma, It’s aasler to budget and plan! ‘ s & | [ Y deEsatoUL $M,’
If you're enrolled, your payment can become more predictable l ‘ ‘ T } ‘ !Judtaher:pplymg,
month to month. ‘ ’ il 1 ” !nll :'0 gggpe
Questions? :
Call {215)685-6300 or visit phila.gov/watar bill-halp B
v A omounts. individuol o mounts
Want personal help filling out your application? wilbe determined by each
Visit phillyh2o Info/halp-map. S
and appleotion. 3
>
U Yes! Proferrad Application Language?
my personalized application If you donet select a box, we'll send you an




V Attending utility fairs and senior centers

V Developing a multi faceted, targeted
mailing

V Enhancing communications between conservation vendor a
TAP customers

V Continuing feedback from stakeholder groups

CITY OF PHILADELRHRAL TAH Tiered Assistance Program
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CITY OF PHILADELPHIA

Customer Assistance

... .o
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INTERNAL:

sista
met‘ AS Nce P o

r
G \)c_,‘»o gl’e o)

A Tiered Assistance Progra(man A Senior Citizen Discount
7 Assistance for 15@50% FPL J A Payment Agreements
Special Hardship

MESSAGE TO CUSTOMERS:

Get help with your water bill.
Call, or visit www.phila.gov/water-bill-help

Fill out our Customer Assistance application.
PHILADELPHIA WATER DEPARTMEBETOMER ASSISTANCE



PHILADELPHIA WATER DEPARTMEMNSITOMER ASSISTANCE



| 4 Proposal to reach seniors via mail,

B B8 promoting new application as a chance to get an even
=28 lower bill.

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

can savéb203/year by filling out new application

Example 2:
Senior couple, already enmdl in SCD, with existing
payment agreement for back bills totaling $8@an save

$813/year by filling out new application




UPDATED MESSAGE/OUTREACH FOCUS:

Get inperson help filling out

your application.

Get inperson help at Neighborhood

Energy Centers (NECs) and other sites
Over two dozen locations.
Use our online map to find a

location near you
’.\ |-

RN \isit
s 0hillyh20.info/help-map

Coming December 20181-800-TARUESF

Will offer help getting an app or finding Hperson help.



4 Easy checklist

We have print versions with large type, but in person, you
can make it even simpler to understand:

4 1) Proof of residence.

4 2) Proof of income.

4 Most common customer errors
4 Missing proof of income for all members of household.



4 Documents out oflate.

4 Tenants can apply for assistance L
4 Apply to become a tenant customer. ]
4 Property Owner is notified and must approve.
4 Apply for customer assistance.




4 2 proofs of residence

4 Nosocial security number required

4 Mandatory fields marked with asterisk

4 Simplified instructions, especially on zefiacome page
4 Failing to put initial next to each Customer

wSalLl2yairoAftAaAde 62yQi RAAIl dz f

PHILADELPHIA WATER DEPARTMEMNSITOMER ASSISTANCE



page is signed CladNRA F A0SSS Y1 RS REAYySa (2 2y

to shutoffs.

PHILADELPHIA WATER DEPARTMEMNSITOMER ASSISTANCE
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Thank you!
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More Philadelphians than ever are eligible
for help with their water bills.

WHATOS NEW:"

Expanded eligibilitthough the new
Tiered Assistance Program (TAP).
,2dz R2y Qi ySSR (3
bill to apply for help.

One applicatiorno find the best
program for you.

More ways to apply:
online and by mail.




Who should apply?

Anyone having trouble paying their bill should
fill out our onestop application.

WU Amanda
assistance for Ama nda

people withlower Amanda filled out an Hector and his wife are
X application for her seniors with some
incomes those household of 5 people. unpaid bills.
experiencing She C}:’t‘li ll?wer their With a senior discount,

; ' monthly bi they lowered their bill
spem_al hqrdshlp,s from $89 to $58. from $72 to $33.
asenior discount

San‘fple amounts sh?wn. San?ple amounts sh?wn.

and other ways to | Semeemare ity bores . e

help. —



4 In Philadelphia, we estimate approximatél§,000 customerare now eligible for
assistance!

PHILADELPHIA WATER DEPARTMEMNSITOMER ASSISTANCE



START HERE:

4 phila.gov/water-bill-help
or call:215.685.6300

ﬁ

|

|/ 2
!,

e
Lf,}‘
[
Al

4 APPLICATIONTIP2 NXIj dzSa il @& 2 dzNJ | LI\¥atkrBdcass Code
shown at the top of any recent water bill



Struggling with your water bill?

More Philadelphians than ever are eligible for help.

WHATOS NEW:"

4 Expanded eligibilitthough the new
Tiered Assistance Program (TAP).
,2dz R2y Qi ySSR (3
bill to apply for help.

One applicatiorno find the best
program for you.

More ways to apply:
online and by mail.




Who should apply?

Anyone having trouble paying their bill should
fill out our onestop application.

WU Amanda
assistance for Ama nda

people withlower Amanda filled out an Hector and his wife are
X application for her seniors with some
incomes those household of 5 people. unpaid bills.
experiencing She C}:’t‘li ll?wer their With a senior discount,

; ' monthly bi they lowered their bill
spem_al hqrdshlp,s from $89 to $58. from $72 to $33.
asenior discount

San‘fple amounts sh?wn. San?ple amounts sh?wn.

and other ways to | Semeemare ity bores . e

help. —



4 In Philadelphia, we estimate approximatél§,000 customerare now eligible for
assistance!

PHILADELPHIA WATER DEPARTMEMNSITOMER ASSISTANCE



START HERE:

4 phila.gov/water-bill-help
or call:215.685.6300

|/5
g

|

g

4 APPLICATION T#PS Qt f  y S &dwsehold incomeBe prepared to submit
I Y2YUKQa ¢2NIOK 2F @&2dz2NJ K2dzaSK2f RQa&



4 Our mission is to provide access to clean, safe water to all
NEaARSYy(la 2F t KAfI RSt LKAI®
your water bill, we have programs that may help you.

PHILADELPHIA WATER DEPARTMENSITOMER ATSSSISTANCE



CITY OF PHILADELPHIA

Customer Assistance

h water bills

... .o

PHILADELPHIA a CITY OF PHILADELPHIA

WATER DEPARTMENT OF REVENUE

WATER REVENUE BUREAU
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A Tiered Assistance Progra(man A Senior Citizen Discount
Assistance for 15@50% FPL Payment Agreements
Special Hardship




PHILADELPHIA WATER DEPARTMEMNSITOMER A%SISTANCE




Assistance Successes!

Applications Requested, not including mass mailings
(as of November 6, 2018)

26,591 20,230

Approved Applicationis

(as of November 6, 2018)



PHILADELPHIA WATER DEPARTMEMNSITOMER ASSISTANCE



What should customers expect?
BEFOREBPPLYING

Start togather & Note yourWater PlanK 2 g € 2

prep all paperwork W Access Code apply

DURING

Request Complete Submit withall

Application applicationcarefully 8 required paperwork
AFTERPPLYING

Wait while application Receive followup
IS processed letter

Wait for processing time
before receiving lower bills




PHILADELPHIA WATER DEPARTMEMNSITOMER ASSISTANCE



| 4 Proposal to reach seniors via mail,

@8 B8 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 savéb203/year by filling out new application

Exanple 2:
Senior couple, already enrolled in SCD, with existing
payment agreement for back bills totaling $8@an save

$813/year by filling out new application




g You'll need

| your nine-digit
water
access code
from the top
of any recent

- water bill.

4 NEW:

Partners can look up Water Access
codes!



4 Do you have any other questions, or feedback about
current application?

PHILADELPHIA WATER DEPARTMEMNSITOMER ASSISTANCE



UPDATED MESSAGE/OUTREACH FOCUS:

Get inperson help filling out

your application.

Get inperson help at Neighborhood

Energy Centers (NECs) and other sites
Over two dozen locations.
Use our online map to find a

location near you
’.\ |-

RN \isit
s 0hillyh20.info/help-map

Coming December 20181-800-TARUESF

Will offer help getting an app or finding Hperson help.



4 UESkNd TAP

Clearing arrears before getting on the program

4 Easy checklist

We have print versions with large type, but in person, you
can make it even simpler to understand: 1) Proof of
residence4 2) Proof of income.

4 Most common Customer errors

4 Missing proof of income for all members of household?
4 Documents out of date?

PHILADELPHIA WATER DEPARTMEMNSITOMER ASSISTANCE



4 Your ideas ?




4 2 proofs of residence

4 No social security number required
4 Mandatory fields marked with asterisk

4 Simplified instructions, especially orero-income page

PHILADELPHIA WATER DEPARTMEMNSITOMER ASSISTANCE



4 Falling to put initial next to each Customer Responsibility

g2y Qi RA&ldzZ-tfATFEe |y FFLLIXAOLFIGAZY X

A [ £ NAFISRQ WRSEFREAYSa G2 2yfteé | LXK
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Ourplumbing and your plumbing;
''YRSNAEUOGFYRAY3I @2dz2NJ K2YSQa




Customers are responsible for all
plumbing inside and outside their home,
up to the water main in the street.

66




