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Background

* March 2020: Service disconnections suspended by CPS and
SAWS in response to the pandemic

e Summer 2021: Both utility companies announced plans to
resume service disconnections in the fall

e QOctober 2021: Service disconnections resumed

* November/December 2021: Service disconnections
temporarily paused due to holidays

* January 2022: Service disconnections resumed

* June 2022: City Council approved the ARPA Small Business
Implementation Plan and requested EWDC briefing on
utility payment plan options




e Payroll costs
* Rent payments

Allowable Use + Utility payments
e March 3, 2020 — December 31,
of COVID 2024
Im pact Grants * Worker protection expenditures
- e Other ordinary and necessary
FU ﬂd Ing business expenses, including

maintenance costs
e Administrative costs
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Commercial Account Payment Plan Options

Payment Plans

e Customers can self-serve
through the portal or over the
telephone and select a 3-, 6-, or
9-month payment arrangement.

* They request an arrangement up
to 18 months by calling in or
visiting a service center.

* Requests above |8 months are

approved on a case-by-case basis.

PAYMENT ARRANGEMENT SETUP

Please select a payment option:

3 Payments

9 Payments

for the next 9 months

©

Pay $899.69

In addition to new monthly charges

sl
£

Beginning on your [Next Month| bill

BALANCE DUE $8,097.22

6 Payments 9 Payments

That's only 589363 a manth

The first of your monthly installments will be due on your next
SAWS bill due date. The monthly installment amount will not
shew on your bill. You will need to pay the cumrent monthly bill
charges PLUS the amount of your monthly installment.

If any of your monthly payments are late or short of the
amount due, this arrangement will be considered "broken,” and
your water services cannot be guaranteed.

In addition, a broken arrangement makes your account
ineligible for another payment arrangement for at least six
months.

HEBy checking this box and submitting this form, | am
providing my digital signature that | understand | am
agreeing to pay each monthly installment amount
plus the current month's bill.
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SAWS Customer Outreach

Payment Plans

Customers are made aware of
these options through several
channels:

* Bill Messaging

* Online Portal Account
* SAWS.org/getcurrent

* Robo Dialer Campaigns
* Social Media

* Customer Service Agents

. MYSaws
wh San Antonio, Texas

Payment Arrangement Calculation Example
amms|ommas|omms
Customer owes a payment arrangement

amount of 550 for the next three months
Customer's Account Customer’s in addition to their current charges.

nead-based assistance.

us at 210-704-SAWS (T297).

Total Balance: Payment Plan:
3 months - 9 0
\SSO{ \Smr '\SSD/
BEHIND ON YOUR WATER BILL PAYMENTS? = 2 2 \
GET CURRENT AND STAY CONMNECTED. = B . e
M"Wﬂ'm ooo ooo ooo
As our community recovers from the pandemic, f—
our goal is 1o keep your waler serdce turned on. 7 d

If you're behind on your bill, we want to help.
We'll set up a payment plan for you — to keep

vour water connected while ghing you more
time to pay. You may also qualify for our

To get started. visit saws.org/getcurrent or call

od a bill @ payment and need more time
u can now schedule payment

online. Click the link in our bio for all the
nAntonio #billpayments

ngements #selfservice

iﬂ*. p
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Customer Delinquency Status

Commercial and Industrial active accounts 60 or more days past due
Avg.
Past

Total Past Due Portion

Account Class Accounts | Accounts Due Balance | Aged 60+

Payment Plan 330 14.07% $ 684,847 $2,075 $643,111

No Payment Plan 2,015 85.93% $3,753,546 51,863 $ 3,253,638

e laecll 2,345 100% $4,438,393 51,893 $ 3,896,749

Data as of 08/02/2022
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Communication Prior to Disconnection

Notices

e |nitial Final Notice Mailed at 45

AVISO FINAL

Para prevenir la interrupciéon de su servicio de agua la cantidad indicada en la factura
abajo tiene que ser pagada. Esta cantidad puede ser pagada con cheque o tarjeta

de crédito utilizando www.saws.org. También puede llamar a nuestros agentes de
Servicio al Cliente por teléfono al 210-704-7297. Usted también puede pagar en

days

I'a de los cuatro Centros de
FINAL NOTICE

4WW5), 0 en los centros de pago
This account is now seriously past due and is scheduled to be turned off. Th ]
total amount shown below must be paid in order to keep vour water service
being discontinued. This amount may be paid by check or credit card at ‘
www.saws.org or by calling our Customer Service Call Center at (210)704-7]
You may also pav by cash, check or credit card at any of the four San ;—‘mmn
Water System Customer Contact Centers or at anv authorized SAWS Paymg
station.

adicional de servicio m:is un depd

plus a deposit or increased deposit. If your service is terminated for delinqgug
and yvou would like to have your service restored, we offer a same day servicy
option for $34.98, if paid by 3:00 PM. Otherwise your service will be restore{iefely=lo @1 \UEET S (VA E By ls WA (oY =1
the next business day after payment is made. If payment is made at an authofUEREEENEEElgle=RelgBTelV g=Teiele IV Ml |
SAWS payment station, please call 704-SAWS (7297) with the confirmation (Bt EeeylfEnEs BRG]

number in order to avoid interruption of service. fees wil alsg&%ﬁp}?rged to your

PAY NOW

understand

Your service is scheduled for

Termination of service will subject your account to an additional service cha
\ : -
| disconnection.
|

Instructions for Obtaining a Hearing before Service is Disconnected:
If you disagree with the amount due and desire to discuss a payment plan, yol
may have a conference with a Customer Review Officer by contacting a SAV)
Customer Service Center (listed on back), or call SAWS at (210)704-7297(54

* Robo Dialer Message once
disconnection is scheduled

* Portal messaging based on
milestone

G BI'CI2 omer Delinque
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Financial Assistance Outreach

Overview

We have already done the following
outreach:

Grant information has been
placed on our assistance page:
SAWS.org/getcurrent

Robo Dialer campaign reaching
all delinquent commercial
account holders

Social Media

(= Yl Assistance through is

now available to micro & small business
owners who continue to be impacted by
the pandemic. Eligible owners can
receive grants up to $35,000 for
business expenses including

expenses. Deadline is Aug. 22.

COMID IMPACT % 'SUBVENCIONE:

b DE IMPACTO
PROGRAM & _ . covip *

APPLICATIONS OPEN
-~ ‘AUGUST 1-22, 2022

al
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AGENDA SQ
COMMUNITY ENGAGEMENT & SUPPORT

- SMALL BUSINESS SUPPORT INITIATIVES
« COVID IMPACT GRANT COMMUNICATION EFFORTS

« ACCOUNT OVERVIEW

Share initiatives and accomplishments of our specialized small

business support team known as Energy2Business.




SMALL BUSINESS SUPPORT
INITIATIVES

CORE Team

« Letters & email communications sharing eligibility for
Payment Protection Program, Grants & Payment Plans

Media Commmunication

« Infomercials
(https://www.youtube.com/watch?v=twkFnUcIpI8)

« Webinars & Facebook Live Events

E2B Team Site Visits
« Community opportunities through partnerships
« Payment Plans Energy2Business Liaison, Julia

: Martinez staffing a Facebook
- Energy Saving Rebates Live event.

Launched in 2019 as an outreach team to connect small businesses to energy
savings rebates, during the pandemic E2B quickly because a full service

customer support team connecting customers with additional resources.


https://www.youtube.com/watch?v=twkFnUcIpl8

COVID IMPACT GRANT
COMMUNICATION EFFORTS

E2B Team Efforts

« 30k+ letter & email
communications with
eligibility & requirements
of grant E2B Fair attendees

- Community Partnerships opraining resources

 Support Fairs

« Payment Plans

 Energy Saving Rebates

« Website Updates -
CPSEnergy.com/e2b

E2B fair raffle table

ENERGY

Join us in partnership
with our cammumty Ay

| Eunruﬂﬁm aﬂfesas*wehas,t,,

Small & Medium
Business Suppurt Fair

. Energ}f Sawng :
Rebates

No HEGMH&TMH BE QU'.IHED
For details contact:

210.353.6322
ezb@cpsenergy.com
epsenergy.com/energyzbusiness

me CENTRO === Hie..

In partnership with local non-profits, E2B Team engages with the public

bringing resource awareness to the small business community.




SMALL BUSINESS ACCOUNTS SQ

OVERVIEW

Number of Accounts Past Due

504
NOT in HUD qualified census tracts
4,444
. 195
In HUD qualified census tracts
1,044
0 1,000 2,000 3,000 4,000 5,000

| # of Accounts on Payment Plans W # of Accounts Past Due

ENERGY

Amount Past Due

S Amount $5.1M
Past Due $1.4M

0 1000000 2000000 3000000 4000000 5000000 6000000

B NOTin HUD qualified census tracts B InHUD qualified census tracts

We continue to share that no customer has to be disconnected.

They just need to call us back and set up a payment plan.

Information as of June 30, 2022



PAYMENT PLANS S

Budget payment plan:

« Small/Medium Business Budget Payment Plans launched in
2020

« Customer pays the same amount each month

« The annual energy bill is averaged over the past year with a
small percentage added to cover environmental factors and
changing fuel costs

NEW PRODUCT

NEW TEAM

Were giving you mare s0 yeu can do more. BUDGET

Installment plans: fepliitill PAYMENT PLAN

« Divide past due amounts into equal monthly payments "

« Plans are available to allow up to 48 months to pay

« The amount of the installment is added to the current
monthly usage

Case by case:

« We will communicate with customers on a bi-weekly basis to
secure payments and work with their individual situations Sample payment

«  We will work with customers to allow additional time to pay plan messaging
their bill




OUTREACH PRIOR TO DISCONNECT SQ

Customers are asked to talk with us about
setting up a payment plan in multiple ways:

This is a message from CPS Energy

A Final Disconnection Molice has been sent to

« Phone calls you, and you are eligible for termination of

. Letters in the mail with disconnection e e St
notices & minimum payment amount ik

- Hand delivered letters with attempt to Sdite. o A Ao i
collect a payment e i A s

. E2B site visit to provides community sl Gt BB sk ie:
resources & offers payment options L

e Certified letter in mail of final CPS Energy does not call and threaten
disconnection Wiy, et .

credit card over the phone.

Sample email notice




HOW TO REACH YOUR E2B TEAM SQ

To learn more about small business
programs and support:

« Visit us online at
cpsenergy.com/energy2business

« Callusat(210) 353-6322

Your Energy2Business Team




S

ENERGY

Thank You
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Grant Program Communication Efforts

Payment Options:
y P COVID IMPACT | 3\

* Grants website hosted by ngél\lg?w o

LiftFund APPLICATIONS OPEN \ | T\

* Auto emails to applicants

* BDO partner outreach

Call 1-800-923-9551 to o.pp|y, or visit the website listed o.bove.
Contact sbgrantseliftfund.com or call (888) 215-2373 for informatio

@ SOUTHSIDEFIRST Culturindua . (,_.Ll)' CENTRO $AGE>
WEST ey

21
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