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Background

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

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

• October 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
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Allowable Use 
of COVID 
Impact Grants 
Funding

• Payroll costs
• Rent payments
• Utility payments

• March 3, 2020 – December 31, 
2024

• Worker protection expenditures
• Other ordinary and necessary 

business expenses, including 
maintenance costs

• Administrative costs



San Antonio Water System (SAWS)
Presented by: 
Meghan Patronella, Director of Operational Excellence
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Commercial Customer Delinquencies

Commercial Account Payment Plan Options
Payment Plans

• 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 18 months are 
approved on a case-by-case basis.
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Commercial Customer Delinquencies

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
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Commercial Customer Delinquencies

Customer Delinquency Status
Commercial and Industrial active accounts 60 or more days past due

Customers not enrolled in an active payment plan are at risk 
for disconnection

Data as of 08/02/2022

Account Class
No. of 

Accounts 
% of 

Accounts 
Total Past 

Due 

Avg. 
Past 
Due 

Balance
Portion 

Aged 60+

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

No Payment Plan 2,015 85.93% $ 3,753,546 $1,863 $ 3,253,638 

Grand Total 2,345 100% $ 4,438,393 $1,893 $ 3,896,749 



August 12, 2022 Page 9

Commercial Customer Delinquencies

Communication Prior to Disconnection
Notices

• Initial Final Notice Mailed at 45 
days

• Robo Dialer Message once 
disconnection is scheduled

• Portal messaging based on 
milestone
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Commercial Customer Delinquencies

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
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AGENDA
COMMUNITY ENGAGEMENT & SUPPORT
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• 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.  



CORE Team
• Letters & email communications sharing eligibility for 

Payment Protection Program, Grants & Payment Plans
Media Communication
• Infomercials 

(https://www.youtube.com/watch?v=twkFnUcIpl8)
• Webinars & Facebook Live Events
E2B Team Site Visits
• Community opportunities through partnerships
• Payment Plans
• Energy Saving Rebates

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. 

SMALL BUSINESS SUPPORT 
INITIATIVES
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Energy2Business Liaison, Julia 
Martinez staffing a Facebook 
Live event.

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


E2B Team Efforts
• 30k+ letter & email 

communications with 
eligibility & requirements 
of grant

• Community Partnerships
• Support Fairs
• Payment Plans
• Energy Saving Rebates
• Website Updates –

CPSEnergy.com/e2b

COVID IMPACT GRANT 
COMMUNICATION EFFORTS
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In partnership with local non-profits, E2B Team engages with the public 
bringing resource awareness to the small business community.

E2B Fair attendees 
obtaining resources

E2B fair raffle table 



SMALL BUSINESS ACCOUNTS 
OVERVIEW

16Information as of June 30, 2022

We continue to share that no customer has to be disconnected. 
They just need to call us back and set up a payment plan. 

$5.1M
$1.4M

504
4,444

195
1,044



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

Installment plans:
• 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
• We will work with customers to allow additional time to pay 

their bill

PAYMENT PLANS
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Sample payment 
plan messaging



Customers are asked to talk with us about 
setting up a payment plan in multiple ways:
• Phone calls  
• Letters in the mail with disconnection 

notices & minimum payment amount
• Hand delivered letters with attempt to 

collect a payment
• E2B site visit to provides community 

resources & offers payment options
• Certified letter in mail of final 

disconnection 

OUTREACH PRIOR TO DISCONNECT
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Sample email notice



To learn more about small business 
programs and support: 

• Visit us online at 
cpsenergy.com/energy2business

• Call us at (210) 353-6322 

HOW TO REACH YOUR E2B TEAM
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Your Energy2Business Team



Thank You

20



Grant Program Communication Efforts
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Payment Options: 
• Grants website hosted by 

LiftFund
• Auto emails to applicants
• BDO partner outreach
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