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Ø Polls & Brief Audience Q&A Throughout 
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PLEASE COMPLETE OUR 
WEBINAR EVALUATION!



OUR MISSION
A forum and network 
of local water leaders 
advancing sustainable, 
affordable, equitable 
and climate resilient 
water strategies

W A T E R N O W  A L L I A N C E  



WHAT DO WE MEAN 
BY SUSTAINABLE?

Providing safe, healthy, and 
affordable water services for 
people while preserving the 
integrity of water resources 
and the environment for future 
generations.



W H A T  D O  W E  M E A N  B Y  E Q U I T A B L E ?
Water equity means universal 

access to secure, affordable, safe, 

and healthy drinking water, and 

wastewater and stormwater 

management services. Equitable 

water infrastructure investment 

should support the long-term 

sustainability of our waterways, 

water systems, and utilities.





Water Affordability 
Business Case Tool
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Mar. 20, 2024



Everyone needs and deserves 
safe water and sanitation.

Every water/sewer utility needs 
sufficient and sustainable 

revenue.

Why Does Affordability Matter?
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• For many people, the rising cost of water and 
sewer services jeopardizes access to water, 
health, housing, and even custody of 
children.

• These impacts are not evenly distributed.

• Lower-income communities and communities 
of color are especially hard hit.

Water/Sewer Affordability is an Issue of
Environmental Justice & Racial Justice



• “affordability challenges can occur in any community, regardless of 
size, location, demographic makeup, and income distribution”

• “strongly recommends the adoption of policies and procedures by 
utilities, regulators, and governmental entities to address the 
affordability challenges experienced by some of their residential 
customers”

• Addressing affordability challenges helps ensure that utilities 
are “financially sustainable”

14

AWWA Policy Statement on 
Affordability (2018)
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The Business Case for 
Low-Income Discounts

Low-income discounts are not simply 
a cost to a utility.

They provide a financial benefit to 
the utility and all of its ratepayers.
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How do these financial 
benefits accrue?

• Well-designed low-income discount programs can improve customers' 
complete, timely, regular, unprompted payment of bills.

• Even though a portion of low-income customers' bills are discounted, 
payments can increase such that total cash collections may go up, while the 
costs of collecting that revenue go down.

• Financial benefits may exceed the costs, or at least significantly offset the 
costs.

By modeling these impacts, utilities can make a "business case" for offering a 
low-income discount program, treating the program as a collection device to 
improve overall revenue and strengthen the utility's financial position. 
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It’s No Secret, But Utilities Need to 
Apply the Lesson

• AWWA’s rate-setting manual states that benefits of low-income discount programs include "reducing utility 
collection costs, arrearages, disconnects, and reconnects, which improves the utility's bottom line."* 

• WEF’s rate-setting manual: “If the rates and charges are not affordable for a 
portion of the customers, a utility may experience…increasing levels of accounts 
receivables, rising expenses for uncollectable accounts….[Low-income discounts]…will 
help ensure that…costs of bill collection and bad debts are minimized, and 
desired revenues can be collected to achieve other goals and objectives of the 
utility.”**

• Water Research Foundation study reported that low-income discount programs 
"have been shown to be capable of producing more total revenue for the dollars 
expended."***

• Bond rating agencies treat low-income discount programs as means to     
“improve revenue certainty and stability”****

*AWWA M-1 Manual, Principles of Water Rates, Fees, and Charges (7th ed, 2017), pp. 217-18.
**WEF, Financing and Charges of Wastewater Systems, Manual of Practice No. 27, 4th Ed. (2018), Chapter 12. 
***John Cromwell et al., Best Practices in Customer Payment Assistance Programs, Water Research Foundation, January 2010, p. 91.
****E. Burke, S&P Global Ratings, Rates and Affordability: A Ratings Agency Perspective, April 13, 2020 

https://waterfm.com/rates-and-affordability-a-ratings-agency-perspective/
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The Water Affordability 
Business Case Tool

• Downloadable Excel-based tool 
(free) – released June 2023; 
updated Oct. 2023 (v.2.1)

• Developed by nationally-recognized 
expert on water affordability and 
affordable utility rates

• Peer reviewed by water rate/affordability experts 

• Beta tested with water and wastewater utilities 
before release (incl. Cincinnati, Toledo, 
Wisconsin PUC)

• Analysis tailored to individual utility 
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Who Should Use the Tool?

• Water, wastewater, stormwater, or combined service utilities
o Primarily for publicly-owned systems, but can be adapted for investor-owned

• State and federal oversight agencies, community-based organizations, others
o Depends on public availability of information, making assumptions to fill data gaps
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Benefits of the Tool

Ø Identify financial benefits to utility of providing service to 
low-income customers at a cost they can afford

Ø Determine extent to which discounts can be justified as 
collection device to improve utility revenue

Ø Compare impacts of multiple discount program designs

Ø Assess relative significance of various factors 
contributing to results

Ø Determine extent to which external financial support might be needed

Ø Help develop legal and political rationale for funding low-income programs with 
rate revenues, based on financial benefits that accrue to ratepayers as a whole
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3 Types of Programs Evaluated

"Percentage-of-Income Program" (PIP): Bills capped at a percentage of 
income deemed by the User to be "affordable." 

"Percentage of Bill" (POB) program: User sets a percentage discount 
applied to standard bill. Can be either:
• Tiered for larger discount to lowest-income customers, to achieve affordable 

bill; OR
• “Across-the-board” discount for all participants, without regard to the 

resulting bill burden.

"Fixed Dollar Discount" (FDD) program: User selects a set dollar-amount 
discount for all participants.



Ø Whether to recover costs from non-participants

Ø Program design options (e.g., minimum bill)

Ø Range of assumptions on participation rates, 
administrative costs, etc.

Ø And more…

22

Additional User-Selected Options
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Data Inputs

Internal utility records 
• # of residential accounts, billing, collections 
• Disconnections/reconnections
• Other utility financial information (revenue, carrying costs of arrears)

U.S. Census data
• poverty and household size for the utility’s service territory

Default values
• Pre-populated with certain assumptions, consistent with industry practices, for 

inputs that may lack utility-specific data
• Can be modified based on actual data (recommended if data available) or user’s 

professional judgment
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Data Inputs: Illustration



25

Results (Outputs) (1 of 2)

• Revenue from participants, accounting for improved 
collectability of discounted bills 

• Costs avoided through improved collectability

• Costs incurred for program administration

• Net program impacts (in absolute $$ and as a 
percentage of utility revenue) 
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Results (Outputs) (2 of 2)

• Effect of recovering program costs (or not) from non-
participating customers

Ø If not recovered, then tool shows how much $$ needs 
to be secured elsewhere

• Worksheets allow user to see whether the selected 
discount level(s) would result in affordable bills for 
customers at different income levels.
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Business Case in Action: Philadelphia Water Dept.
Tiered Assistance Program (TAP)

Completenes s  of Bill Payment (TAP and Non-TAP Low-Income [LI])
Percent Pa id in 0 – 12 Months Percent Pa id in 0 – 24 Months

TAP Non-TAP LI TAP Non-TAP LI

FY22 72.50% 34.30% N/A N/A

FY21 72.47% 46.12% 83.83% 62.64%

FY20 72.80% 45.92% 87.13% 59.45%

FY19 72.03% 48.71% 87.89% 61.80%

FY18 73.13% 36.06% 95.69% 45.12%

FY17 No TAP 42.74% No TAP 54.80%

FY16 No TAP 45.96% No TAP 59.69%

FY15 No TAP 45.63% No TAP 59.77%

bit.ly/b-case-studies 

https://bit.ly/b-case-studies
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Business Case in Action: PA Energy Utilities’ 
Customer Assistance Programs (CAPs)

“Bill Payment Coverage Ratios” for CAP Participants

Test Year Enrollees
Net Change 
Relative to 

Comparison 
GroupPre-CAP In CAP Change

PGW (2019) 72% 92% 20% 36%
PPL (non-htg) (2020) 84% 98% 15% 21%
PPL (heating) (2020) 83% 104% 21% 26%
Peoples Gas (2017) 85% 123% 39% 36%
First Energy (Met Ed) (non-htg/htg) NA 91% / 93% NA NA
First Energy (PN) (Non-htg/htg) NA 91% / 119% NA NA
First Energy (PP) (non-htg/htg) NA 100% / 98% NA NA
UGI (electric) (2012) 60% 66% 5% 18%
Duquesne Light (non-htg) (2015) 77% 94% 17% 31%
Duquesne Light (htg) (2015) 75% 92% 17% 23%

bit.ly/b-case-studies 

https://bit.ly/b-case-studies
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BRIEF Q&A



W A T E R N O W  A L L I A N C E  

TIME FOR A ZOOM POLL



Case Study:
Greater Cincinnati Water Works



GCWW Background

Over 200 years of progress in the water industry

• 3,100 miles of water main
• 242,000 customer accounts
• Over 800 mi2 service area
• 1.1 million served regionally
• >43 billion gallons of water
 supplied annually

Municipally owned by the City of Cincinnati



GCWW Billing

GCWW bills, collects revenue, and 
provides customer support for water and:

• Sewer 
• Stormwater 
• Trash
• Fire hydrant maintenance
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Responding to Increase in 
Past Due Debt
Developed payment plan portal

• Offered flexible, interest free plans



Reinstituted Delinquent Shut-offs 

• Used neighborhood economic data to schedule shut-offs

• Schedule shut-offs two weeks in advance with notification to 
customer

• Offering lenient options to re-establish water service after 
shut-off

Pointed Customers to Federal and Local Relief Funding



How the Process Is Working

• 56.9% of accounts over the shut-off threshold are reached 
during additional outreach, including 13.9% reaching a person 
and 43% leaving a voicemail

• Due to the additional outreach prior to a shut-off, 73% of the 
accounts over the shut-off threshold are paid or enrolled in a 
pay plan, avoiding shut-off

• Because of the more lenient options to restore water for the 
accounts shut-off, 82% on average are turned back on 



But…

• 17.8% of accounts on average are left off after shut-off

• 59% of accounts that received federal relief funding are 
delinquent again

• ~62% of customers enrolled in a pay plan become delinquent 
on current charges



Shut-offs in Low Income Areas 



Using the Affordability Tool



Finding Standards

Average Non-discounted Bill: $88.42 per month

• Not recovering costs from non-participating rate payers

• Expect 20% program participation

• Set affordable bill burden at 3.5% of income, step-down

• Expect 40% decrease in disconnection costs for participants



Realizations
• The minimum bill set is not affordable

Ø Base charges for sewer, water, and stormwater = $55
Ø Set base at $40
Ø 17,000 customers, 3,500 participants

• Collectability increases when bill is affordable - $55 vs $16



Percentage of Income Analysis



Opportunities
• Projecting financial impacts when developing an affordability 

strategy

• Quantifying savings of resources by making bills more 
affordable

• Forecasting effects at different levels of assistance

Additional support for stakeholders
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For more info….and to download the Tool & other resources

Email WaterTool@nrdc.org 
• Register for updates to the Tool               

(can do automatically in the Tool)
• Receive notice of future webinars 
• Ask questions, help with data challenges
• Request technical support
• Provide feedback
• Recommend improvements

Also available: Water Affordability Advocacy Toolkit



W A T E R N O W  A L L I A N C E  

BRIEF Q&A
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Affordable, Sustainable 
Distributed Infrastructure 
Investments 



W A T E R N O W  A L L I A N C E  W A T E R N O W  A L L I A N C E  

Distributed Infrastructure
Installations, appliances, and technologies located at or near the 
point of use and distributed across many properties, and generally 
employed in coordination with a utility’s conventional 
infrastructure. 



High efficiency appliances and fixtures



Commercial, Industrial and Institutional 
Retrofits/Upgrades



Leak detection devices



Native landscaping + turf replacement



Smart irrigation controllers



Green Stormwater Infrastructure



ONSITE NON-POTABLE WATER REUSE SYSTEMSOnsite non-potable water reuse systems



Constructed wetlands



W A T E R N O W  A L L I A N C E  W A T E R N O W  A L L I A N C E  

Case Studies

https://tapin.waternow.org/meet-communities/#casestudies
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Water Conservation and 
Efficiency Solutions
Water conservation and 
efficiency measures reduce 
customer and utility costs
ØLower water, wastewater, and 

energy costs
ØReduced operations and 

maintenance needs
ØAvoided need to build new 

infrastructure or develop new 
water sources

Pacific Institute, 2022

https://pacinst.org/publication/advancing-affordability-through-water-efficiency/


W A T E R N O W  A L L I A N C E  W A T E R N O W  A L L I A N C E  

Water Conservation 
and Efficiency 
Solutions
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Water Conservation 
and Efficiency 
Solutions



W A T E R N O W  A L L I A N C E  W A T E R N O W  A L L I A N C E  

https://tapin.waternow.org/turf-conversion-database/

Water Conservation and 
Efficiency Solutions



W A T E R N O W  A L L I A N C E  W A T E R N O W  A L L I A N C E  

Stormwater Solutions



W A T E R N O W  A L L I A N C E  W A T E R N O W  A L L I A N C E  

Wastewater Solutions

Graywater Reuse: 
Laundry-to-Landscape

Benefits of graywater: 
§ Save water & money on your water bill
§ Save energy used to produce & distribute potable water
§ Return nutrients to soil
§ Reduce demand on wastewater treatment plant

12% of wastewater 
produced in a home 

comes from your washing 
machine and can be used 

to water your plants?

Pasadena Water & 
Power

Graywater is wastewater generated from 
domestic activities such as laundry and 

bathing, which can be recycled onsite for 
uses such as landscape irrigation and 

toilet flushing.

Compost Teana’s Organic Landscapes, LLC

Laundry-to-Landscape (L2L) is the 
simplest, most affordable graywater 

system 
§ Gravity-fed water discharges from a 

washing machine into mulch basins to 
water plants

§ Does not require tanks, pumps, or filters
§ ~$200 - $250 for all materials
§ Very little maintenance required 

How it works:
§ Washing machine drain hose is attached 

directly to a 3-way diverter valve

§ Diverter valve allows user to switch flow of 
greywater between sewer/septic & graywater 
irrigation system

§ Irrigation system directs water through 1in 
HDPE tubing to ½in outlets in mulch basins 
to water plants directly

§ Salt and boron free detergents are used to 
protect plant health

WaterNow Alliance, 2016

Interested in installing an L2L system 
in your home? 

Graywater reuse was legalized in Colorado 
in 2013 and Golden is currently exploring an 

ordinance to allow for L2L graywater 
systems in single family homes in Golden. If 

you’re interested in learning more about 
installing an L2L system in your home, 
please contact Golden’s Sustainability 

Coordinator, Theresa Worsham @ 
TWorsham@cityofgolden.net. 

Austin, TX: 
Community-
scale onsite 
water reuse 
to generate 
10 MG/day 

by 2040

Golden, CO: 
“Laundry-to-
Landscape” 

graywater 
ordinance 

Los Angeles, 
CA: onsite 

water reuse 
can reduce 

MFR potable 
water demand 

38%



W A T E R N O W  A L L I A N C E  W A T E R N O W  A L L I A N C E  

Distributed Infrastructure 
and Affordability

Program design

Streamlined programs + 
processes 

Community partnerships + 
engagement 

Targeted outreach

Inclusive communication + 
outreach



Resources for Funding and Financing

Visit tapin.waternow.org/toolkit to view full toolkit

W A T E R N O W  A L L I A N C E  W A T E R N O W  A L L I A N C E  



Resources for Water Equity and 
Climate Resilience

tapin.waternow.org/toolkit/#frontline

W A T E R N O W  A L L I A N C E  W A T E R N O W  A L L I A N C E  



W A T E R N O W  A L L I A N C E  

BRIEF Q&A
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TIME FOR A ZOOM POLL



JOIN THE 
ALLIANCE 

LEARN MORE AND SIGN UP

www.waternow.org/join-the-
leaders

W A T E R N O W  A L L I A N C E  

http://www.waternow.org/join-the-leaders
http://www.waternow.org/join-the-leaders


PLEASE COMPLETE OUR 
WEBINAR EVALUATION!



THANK YOU
FOR MORE INFORMATION EMAIL:

Larry Levine - llevine@nrdc.org
Roger Colton – roger@fsconline.com
Tony Searls - tony.searls@gcww.cincinnati-oh.gov
Amy Weinfurter – aw@waternow.org
Hilary Chen – hc@waternow.org

W A T E R N O W  A L L I A N C E  


