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AGENDA
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• CURRENT STATE PAST DUE ACCOUNTS

• STATUS OF DISCONNECTS

• ARPA FUNDING

We will update the MUC on our progress to date as well as our 
strategy to engage with our community.



ENGAGEMENTS TO DATE
FY22 YTD*

*2/1/21 – 11/11/21 3
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CONNECTING CUSTOMERS WITH 
SUPPORT OPTIONS

We have helped connect our customers to over $40 million as 
of October 31, 2021 and will continue to pursue all avenues 

available to help our customers.
*Data as of October 31,2021 

Senior Citizen Billing
Over 57k enrolled

Critical Care Billing
Nearly 3k enrolled

Flexible Installment Plans
Over 35k enrolled

Due Date Extension
Over 24k Active

Budget Billing Program
Over 34k enrolled

REAP
Over $2 Million 

Donated

CPS Energy Angels
Launched in 2021

CORE Outreach
Over 89k called
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CUSTOMER AMOUNTS 
OUTSTANDING

There are 65,231 customers who are eligible for disconnection, 
down 2,400 from September.

*Data as of October 31,2021 

$177.7M - 56%
(700,587 

Customers)
$68.9M - 22%

(119,854 
Customers)

$72.1M - 22%
(65,231 

Customers)

OUTSTANDING ACCOUNTS RECEIVABLES  $318.7M

Current Past Due > 30 Days Eligible for Disconnects
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FINANCIAL IMPACTS
AVERAGE PAST DUE BALANCE

While the outstanding past due amount continues to rise, the rate 
of change has slowed year-over-year.
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Residential Average Balance Past Due ($)
vs Average Days Past Due (#) Trend

Days Past Due (#) Balance Past Due ($)

*Data as of October 31,2021 

11% increase

3% increase
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7

COMMERCIAL SEQUENCING

For Commercial customer accounts not enrolled in an active installment plan 
& are eligible for disconnection, we are proposing the following sequencing:

Legend:
Heighten Engagement & Communication
Activate Disconnections
Return to Normal Collections Practices

Summer Holidays

Commercial -
Large Commercial & Industrial 
(121 customers - $0.9M Past Due)

Commercial -
Small & Medium Business
(2,406 customers - $5.4M Past Due)

*Data as of October 31,2021 
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Commercial - Large C&I
(234 customers)

Commercial - 
Small Medium Businesses
(4,085 customers)

Residential - 
Customers not on Assistance Programs & 
not paid in a year & no contact
(6,949 customers)

Residential - 
Not on Assistance Programs 
(51,826 customers)

Residential - 
Enrolled in Assistance Programs 
(14,358 customers)
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RESIDENTIAL SEQUENCING
For Residential customer accounts not enrolled in an active installment plan & 
are eligible for disconnection, we propose the following sequencing which we 
have intentionally slowed down to allow purposeful alignment with the City & 
use of ARPA funds:                

Legend:
Heighten Engagement & Communication
Activate Disconnections
Return to Normal Collections Practices

HolidaysSummer

Residential –
Not on Assistance Programs, No Payment, No Response
(6,410 customers - $13.5M Past Due)

Residential -
Not on Assistance Programs
(44,169 customers - $38.1M Past Due)

Residential -
Enrolled in Assistance Programs
(12,125 customers - $14.2M Past Due)

*Data as of October 31,2021 
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Commercial - Large C&I
(234 customers)

Commercial - 
Small Medium Businesses
(4,085 customers)

Residential - 
Customers not on Assistance Programs & 
not paid in a year & no contact
(6,949 customers)

Residential - 
Not on Assistance Programs 
(51,826 customers)

Residential - 
Enrolled in Assistance Programs 
(14,358 customers)





KEY COMMUNITY EVENTS
DISTRICT UTILITY ASSISTANCE FAIRS
Our Utility Assistance Fairs 
are hosted in partnership 
with Bexar County, City of 
San Antonio, and other 
agencies.  The events are 
an opportunity for you to 
get in-person help to 
enroll in assistance 
programs.  Bring your 
documentation to apply 
and we’ll provide the 
resources to help you 
identify applicable 
programs and complete 
your applications

We are partnering with Bexar County, City of San Antonio & other 
agencies to enroll customers in assistance programs on the spot!
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AMERICA RESCUE PLAN ACT (ARPA)
NEXT STEPS

• Finalize formal agreement with City of San Antonio

• Continue & expand outreach for awareness

• Gather & process applications

• Customers can apply many ways:
o Walk-In Centers: Extended hours in our Customer Service Centers
o Call Center: Set up dedicated phone number at (210) 353-6110
o Online: Developed online application in English & Spanish 

https://www.cpsenergy.com/arpa
o Community Events

https://www.cpsenergy.com/arpa
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ARPA APPLICATIONS 

We have already received over 1,500 applications & will 
continue outreach for customers to ensure qualifying customers 

can make the most of the City’s support. 
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UTILITY ASSISTANCE POP-UPS

Pop-up events bring our team to the communities that need the 
help the most! These targeted events are being in held in the 
areas with the highest concentration of past due accounts. 

• Held in neighborhoods across our 
community

• 33 events planned from November 
to January 

• Concentration in zip codes with 
highest number of past due 
accounts

• Each event includes 12 stations to 
support customers

• Promote using Council offices, 
block walking, social media, door 
hangers and targeted messages

Sinclair 
Elementary 
School 
Pop-up 
event
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IDENTIFYING CUSTOMIZED 
SOLUTIONS

We will continue to speak 
with each customer 

addressing their unique 
situation & helping avoid 

service interruption.  

In cases where we have 
exhausted all means of 
contact, we will identify 

customers that are enrolled in 
assistance programs or reside 

in qualified census tracts to 
auto-enroll in payment plans.  



Appendix
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FINANCIAL IMPACTS
AVERAGE PAST DUE BALANCE

Over the last year, we have seen the average past due balance 
increase to $762 & anticipate this trend will continue unless we 

change our approach.
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$265 $268 $290 $314 $317 $347 $384 $427 

$477 $500 $525 $546 $564 $599 $637 $635 $664 $689 $727 $742 $762 
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Residential & Commercial Average Balance Past Due ($)
vs Average Days Past Due (#) Trend

Days Past Due (#) Balance Past Due ($)

*Data as of October 31,2021 
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