
 

 

1 

  

PHL TAP 2 

Design and Implementation of Large  

Scale Programs in Philadelphia 
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PHL TAP 2 

ü PWD Tap Water Initiatives 

ü Tiered Assistance Program (TAP) 

Two init iatives that involved multiple stakeholders  

and large scale communication rollouts 



 

 

CITY OF PHILADELPHIA  |  PHL TAP 2 
3 

  

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 

Å Public Art 

Å Philly Water Bar 
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Å DrinkPhillyTap Coalition 

Å Tap Water Ambassadors 

| Drink Philly Tap Water 



 

 

Customer Research at PWD 

 

Source Frequency % 

Bill insert 2069 57% 

Email marketing 701 19% 



 

 

CITY OF PHILADELPHIA  |  PHL TAP 2 |  Drink Philly Tap Water 
7 

Direct Email to past survey respondents 512 14% 

QR Code 206 6% 

What do we do with this information? 

Å Evaluate current programs 

Å Plan for future program implementation (AMI, 

Ebilling) 

Å Work with units to evaluate their programs and 

develop recommendations 

Å Guide communications development 



 

 

Å Inform drinking water initiatives 
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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 

Å Developed systematic review of literature 

around tap water consumption 

Å Evaluated similar campaigns from peer cities 

Å Used findings to develop current program and 

guide ideas 

Å Ongoing evaluation of current project important 

to monitor success 
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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) 



 

 

CITY OF PHILADELPHIA  |  PHL TAP 2 |  Tiered Assistance Program 
35 

Approximate total of all  assistance programs 
ƛƴ ŦƛǎŎŀƭ ȅŜŀǊ нлмт όǇǊƛƻǊ ǘƻ ¢!tΩǎ ƭŀǳƴŎƘύΥ 

Over $34 million 
The Road to Affordability: 

Tiered Assistance Program (TAP) 

A City Council Ordinance combined with the Water, Sewer and Storm Water 
wŀǘŜ .ƻŀǊŘΩǎ 5ŜŎƛsion 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 

LƴŎƻƳŜ җмрм҈  

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? 

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

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

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

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

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

Å 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 
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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 

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 



 

 

CITY OF PHILADELPHIA  |  PHL TAP 2 |  Tiered Assistance Program 
49 

68% 

What Customers Say About TAP 

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

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

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

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

Ʒ Almost half (42%) of TAP participants feel like they are using the same amount of 
water as before enrollment.  
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Continuous Improvement 
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V Attending utility fairs and senior centers 

V Developing a multi faceted, targeted  

mailing 

V Enhancing communications between conservation vendor and 

TAP customers 

V 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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Å Tiered Assistance Program  ( TAP ) 

Å Assistance for 150-250% FPL 

Å Senior Citizen Discount 

Å Payment Agreements 
Å Special Hardship  



 

 

PHILADELPHIA WATER DEPARTMENT  |  CUSTOMER ASSISTANCE  
57 

Upcoming: Focus on Seniors 



 

 

58 

4Proposal 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 
4Easy 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.   

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

4Tenants can apply for assistance 
4 Apply to become a tenant customer.  

4 Property Owner is notified and must approve.  

4 Apply for customer assistance. 
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Updated Application 
4 2 proofs of residence 

4 No social security number required 

4 Mandatory fields marked with asterisk 

4 Simplified instructions, especially on zero-income page 

4 Failing to put initial next to each Customer 

wŜǎǇƻƴǎƛōƛƭƛǘȅ ǿƻƴΩǘ ŘƛǎǉǳŀƭƛŦȅ ŀƴ ŀǇǇƭƛŎŀǘƛƻƴΣ ŀǎ ƭƻƴƎ ŀǎ 
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page is signed 4 ClaǊƛŦƛŜŘ Ψн-ǿŜŜƪΩ ŘŜŀŘƭƛƴŜǎ ǘƻ ƻƴƭȅ ŀǇǇƭȅ 

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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²Ƙȅ ǿŜΩǊŜ ǇǊƻǾƛŘƛƴƎ ƘŜƭǇ 

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 τ 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.  

WHATôS NEW? 

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

4 ¸ƻǳ ŘƻƴΩǘ ƴŜŜŘ ǘƻ ōŜ ōŜƘƛƴŘ ƻƴ ȅƻǳǊ  

bill  to ap ply for help. 

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

4 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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4In 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 

4 

START HERE:  

4 APPLICATION TIP:  ¢ƻ ǊŜǉǳŜǎǘ ȅƻǳǊ ŀǇǇƭƛŎŀǘƛƻƴΣ ȅƻǳΩƭƭ ƴŜŜŘ ȅƻǳǊ  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.  

WHATôS NEW? 

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

4 ¸ƻǳ ŘƻƴΩǘ ƴŜŜŘ ǘƻ ōŜ ōŜƘƛƴŘ ƻƴ ȅƻǳǊ  

bill  to ap ply for help. 

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

4 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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4In 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 

4 

START HERE:  

4 APPLICATION TIP:  ²ŜΩƭƭ ƴŜŜŘ ǘƻ ǾŜǊƛŦȅ  household income . Be prepared to submit  

ŀ ƳƻƴǘƘΩǎ ǿƻǊǘƘ ƻŦ ȅƻǳǊ ƘƻǳǎŜƘƻƭŘΩǎ Ƴƻǎǘ ǊŜŎŜƴǘ ǇŀȅǎǘǳōǎΣ ƻǊ ƭŀǎǘ ȅŜŀǊΩǎ ǘŀȄ ǊŜǘǳǊƴǎΦ  
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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 ) 

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

ǊŜǎƛŘŜƴǘǎ ƻŦ tƘƛƭŀŘŜƭǇƘƛŀΦ LŦ ȅƻǳΩǊŜ ƘŀǾƛƴƎ ǇǊƻōƭŜƳǎ ǇŀȅƛƴƎ  

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 



 

 

PHILADELPHIA WATER DEPARTMENT  |  CUSTOMER ASSISTANCE  
77 

  

²Ƙȅ ǿŜΩǊŜ ǇǊƻǾƛŘƛƴƎ ƘŜƭǇ 

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 τ a benefit to all  
customers and the neighborhoods in which they live 
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Å Tiered Assistance Program  ( TAP ) 

Å Assistance for 150-250% FPL 

Å Senior Citizen Discount 

Å Payment Agreements 
Å 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 
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t  

Start to  gather &  
prep all paperwork 

Note your  Water  
Access Code 

Plan Ƙƻǿ ȅƻǳΩƭƭ  

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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4Proposal 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 

4NEW:  

Partners can look up Water Access 

codes! 
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4Do you have any other questions, or feedback about 

current 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 



 

 

PHILADELPHIA WATER DEPARTMENT  |  CUSTOMER ASSISTANCE  
88 

Helping Customers 

4UESF and TAP 
Clearing arrears before getting on the program 

4Easy 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.   

4Most common Customer errors 
4 Missing proof of income for all members of household? 

4 Documents out of date? 
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4 Your ideas ?   
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COMING SOON:  

Updated Application (March 

2019) 
4 2 proofs of residence 

4 No social security number required 

4 Mandatory fields marked with asterisk 

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

ǿƻƴΩǘ ŘƛǎǉǳŀƭƛŦȅ ŀƴ ŀǇǇƭƛŎŀǘƛƻƴΣ ŀǎ ƭƻƴƎ ŀǎ ǇŀƎŜ ƛǎ ǎƛƎƴŜŘ 

4 /ƭŀǊƛŦƛŜŘ Ψн-ǿŜŜƪΩ ŘŜŀŘƭƛƴŜǎ ǘƻ ƻƴƭȅ ŀǇǇƭȅ ǘƻ ǎƘǳǘƻŦŦǎΦ  
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Thank you! 
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Philadelphia Water Department 



 

 

|  

Our plumbing and your plumbing; 
¦ƴŘŜǊǎǘŀƴŘƛƴƎ ȅƻǳǊ ƘƻƳŜΩǎ ǇƭǳƳōƛƴƎ 



 

  
PHILADELPHIA WATER DEPARTMENT   CUSTOMER SERVICE 

Customers are responsible for all  

plumbing inside and outside their home,  

up to the water main in the street.  
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