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HISTORY OF UTILITY ASSISTANCE PROGRAMS

2006 - 2017

Water

Assistance
1983 - 2017 2006 - 2017

Project Need Environmental
(Family Need) Services

Utility 2009 - 2017

Assistance

" Programs Power Aid
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DRIVERS FOR CHANGE

Total customers
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Many customers who received grants also
experienced disconnections - some multiple
times.
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GOAL OF UTILITY ASSISTANCE

Provide education and resources

to empower customers seeking assistance so they can
successfully manage their utility services.




A HOLISTIC APPROACH TO ASSISTANCE




ALLEVIATE - SEEK CUSTOMER SOLUTIONS

Seek Customer Solutions

Evaluate urgent account matters (pending or disconnected accounts)
 Assess customers ability to pay

e Utilize Emergency Assistance Funds within established guidelines

* |dentify other agency resources




EDUCATE - TWO SEPARATE PROGRAM

Assistance Programs:

 Both programs are for household income up to 150% of federal poverty guidelines
 Households can be enroliment in one program only - not both

/ Bill Credit
Assistance

Plan

Household Annual Monthly
Size Income Income

Discount Rate |

Program
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EDUCATE - DISCOUNT RATE PROGRAM
Discount Rate Program Criteria

Customers 62 years or older or receiving qualifying disability income
30 Percent discount for all services billed directly through TPU

= | == | == | MyTPU.org/MyAccount Amount Due
= | Ex| =% | (253)502-8600 $328.50
vacona rusuic utimes | 3628 S. 35th St. | Tacoma, WA 98409 Due Date

Billing period - 12/15/17 to 2/14/18

Account# 100

3112118

Previous Amount Due $314.57
Payments -$314.57
Balance $0.00
Current Charges Due 3/12/18 $328.50
Amount Due $328.50

} You are on the discount rate

This discount applies to income-eligible customers
62 years or older or adults receiving disability
income. The discount is shown in the service
details.

) Get ready for storm season
Prepare for outages during windy, rainy fall

weather. MyTPU.org/OutageSafety

) Hydroelectric cars?
Find out more about Tacoma Power and electric

vehicles. MyTPU.org/EVs

(62 days)
Electricity $123.78
L] Average cost per day $2.00
Drinking water $56.29
Average cost per day $0.91
!*f_' , Environmental Services
Wastewater $92.57
Average cost per day $1.49
Solid waste & recycling $30.39
Average cost per day $0.49
Surface water $25.47
Average cost per day $0.41
Total Current Charges $328.50

Billing period - 12/15/17 to 2/14/18 (62 days)
Issue date 2/16/18

Tacoma Powver Meter #
- Energy* 1949.083@%0.042437/kK\Wh $82.71
Distribution® 1949 083@%0.034435/kWh $67.12
Fized charge @%13.50/month $27.00
Low Income/62+/Disabled Discount —%$53.05
Total $123.78

Taxes included in your power service:

Tacoma gross earnings - 5.0%
State Public Utility - 3.8B734%

* The energy charge is for producng electricity. The distnbution
charge is for delivering that electricity to youw.

@ Tacoma Water Meter #
4.640@ %1 .825000/cct £8.47
12.3200@%1.895000/ccf $23.31
Fixed Charge @%21.20/month $11.63
Fixed Charge @%22.05/month $32.01
Hydrant Service Fee $1.31
Hydrant Service Fee £3.69
Low Income/62+/Disabled Discount —$24.13
Total $56.29

Taxes included in your water service:

Tacoma gross earnings - 8.0%
S5tate Public Utility - 5.029%
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EDUCATE - BILL CREDIT ASSISTANCE PLAN
Bill Credit Assistance Plan Criteria

 Monthly credits based on full, on-time payments
 Credit amount depends on number of services billed through TPU

Account# 100

Billing period - 12/20/17 to 2/20/18 (63 days)

| MyTPU.org/MyAccount Amount Due
= | ==
= &2 || (2535028600 $334.92 Issue date 2/21/18
Tacoma rusic uriimis | 3628 S. 35th St. | Tacoma, WA 98409 Due Date
3/8/18
Tacoma Power Meter #
L)
Previous Amount Due $317.02 Er_‘e’SF* _2000@ $0.042437/kWh $84.87
P : 531702 Distribution* 2000@&%0.034435/kWh $68.87
ayments = Fixed charge @%13.50/month $27.00
Balance $0.00 BCAP Cradit - Power —$42.00
TE - Current Charges Due 3/8/18 $334.92 Total $138.74
Billing period - 12/20/17 to 2/20/18 Amount Due prpp Taxes included in your power service:
(63 days) Tacoma gross earnings - 6.0% - $8.32
State Public Utility - 3.8734% - $5.37
Electricity $138.74 ) You are enrolled in the Bill Credit Assistance * The energy charge is for producing electricity. The distribution
(] Ayerage cost per day $2.20 Plan (BCAP) charge is for delivering that electricity to you.
Drinki " $48.11 The bill credit received is $78.00.
rnKing water . BCAP credit is achieved with full, timely payments.
@ Average cost per day $0.76 Tacoma Water Meter #
) Get ready for storm season
Prepare for outages during windy, rainy fall 1.340@%1 825000/ ccf £2.45
F weather. MyTPU.org/OutageSafety 5.730@%1.895000/ccf $10.86
“n - . -
> Environmental Services ) Hydroelectric cars? Fixed Charge @3$21.20/month $8.08
I i . Fixed Charge @%$22.05/month $35.70
%}ﬂ ind out more about Tacoma Power and electric H + Service F
vehicles. MyTPU org/EVs ydran enr?ce == f0.91
Wastewater $72.27 Hydrant Service Fee $4.11
A e LR : BCAP Credit - Water —$14.00
wverage cost per day $1. Total 7543.1 1
c . Taxes included in your water service:
O Solid waste & recydmg §33.56 Tacoma gross earnings - 8.0% - $3.85
Average cost per day $0.53 State Public Utility - 5.029% - $2.42
Surface water $42.24
Average cost per day $0.67
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EDUCATE - BILL CREDIT ASSISTANCE PLAN
Benefits of Bill Credits

Former Grant
Programs Bill Credit
Assistance
Plan

$355/year max

_ $468/year max
Electric heat

required

Any heat source
Once per year

Monthly credit

Provided during |
crisis

Helps prevent |
crisis

||

2017/2018
Maximum monthly credit = $39

Maximum annual credit = $468

2019/2020
Maximum monthly credit = $47

Maximum annual credit = $564

Maximum annual amount of
former grant programs = $355

Kt K3 b
TACOMA PUBLIC UTILITIES
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EDUCATE - BILL CREDIT ASSISTANCE PLAN

How the plan works

- _— y : " _—

Full Achieves
payment credit

 $21/mon
$252/year

Solid Waste :
$5/month $7/month
$60/year $84/year

" Surface |
Water

$2/month
$24/year

Wastewater
$4/month
$48/year

* Amounts shown are based on 2018 credits

Pledges from outside agencies
can help achieve bill credits

Installment plans may be
available

Two-year enroliment

Late payment one month does
not end program enroliment

= | =
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EDUCATE - FINANCIAL EDUCATION CREDIT

Financial Education Credit

Partnership with Tacoma Goodwill “Key to Change” Financial Education
Course -identified as one of United Ways “Center for Strong Families”

A portion of the training specifically addresses utility information

Optional opportunity for customers enrolled in the Discount Rate

Program and the Bill Credit Assistance Plan

Additional one-time credit up to $160 for completion of the course and

personalized, one-on-one financial coaching

p : : .

L4

A4

Budgeting

Insurance

L 4

9

Understanding Credit

Saving for the Future

Scheduled to start in 3"
quarter 2018
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CONNECT - TACOMA 2025 STRATEGIC PLAN
Increase interdepartmental collaboration to

promote = Opportunity/Equity/Partnerships/Accountability

Tacoma Power
* Energy-efficiency products and services

* Apprenticeships & Internship Programs

e Parks & Recreation

Tacoma Water
» Water-efficiency products and services

* Apprenticeships & Internship Programs

Environmental Services
* Side-Sewer Loan Program
 TAGRO

Neighborhood and Community Services

e Home repair programs

* Services for seniors & persons with disabilities % ﬁ —— @
Ky k=i i T d
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Current Resources & Partnerships

» Catholic Community Services
 Department of Social and Health Services
* Greater Tacoma Community Foundation

« HopeSparks

» Living Access Support Alliance

* Metropolitan Development Council

» Pierce County Human Services (Energy Assistance & Disability Resources)
* Pierce County Veterans Bureau

e Puyallup Tribe of Indians

e Salvation Army

* Sound Outreach

e St. Rita / St. Vincent DePaul

« Tacoma Head Start

 Tacoma/Pierce County Housing Authorities

« Tacoma Urban League

* United Way of Pierce County - Centers for Strong Families

i
)|
it
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Expanded Resources & Partnerships

Asian Pacific Cultural Center
Boys & Girls Clubs

Centro Latino

Churches

Community Colleges
Comprehensive Life Resources
Employment Security

Korean Women'’s Association
Lutheran Community Services
Mercy Housing

School Districts

Senior Centers / Senior Housing
Tacoma Community House
YWCA

i
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Discount Rate Program

e Household income up to 150% of federal poverty guidelines
One person/$18,210 or less Four people/$37,650 or less

Division Estimated Eligible Households
Households Served in 2017

8,800 6,355 (72.2%)

Water 5,300 2,830 (53.4%)
Wastewater 3,800 2,446 (64.4%)
Surface Water 4,200 2,389 (56.9%)
Solid Waste 3,636 2,535 (69.7%)

Estimates based on 2014 American Community Survey (US Census Bureau)

18
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Bill Credit Assistance Plan

e Household income up to 150% of federal poverty guidelines
One person/$18,210 or less Four people/$37,650 or less

Division Estimated Eligible Households
Households Served in 2017

47,000 1,925 (4.1%)
21,000 1,072 (5.1%)
Wastewater 18,000 993 (5.5%)
Surface Water 20,000 942 (4.7%)
Solid Waste 17,000 1,011 (5.9%)

Estimates based on 2014 American Community Survey (US Census Bureau)
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2018 Short-Term Outreach Strategy

Identified approximately 60 multi-family complexes throughout City of
Tacoma and Pierce County that provide housing for low-income seniors
and families including, but not limited to:

. Pierce County Housing Authority

. Tacoma Housing Authority

. Mercy Housing

. Metropolitan Development Council
e On-site enroliments at low-income complexes with community rooms
* Direct mail brochures and applications

e« Community partner locations
* Senior Centers

= | B2 | = <
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BCAP BUDGET
Bill Credit Assistance Plan

2019/2020

Estimated Proposed Budget

2019/2020
If Proposed Budget is Increased

Division Eligible

# of Households Budget
Households

Biennium Can Support
Budget (% of Eligible Households)

47,000 $1,800,000 3,571 (7.6%)

21,000 $275,000 1,637 (7.8%)
Wastewater 18,000 $150,000 781 (4.3)

Surface
Water 20,000 $70,000 729 (3.6)
Solid Waste 17,000 $190,000 1,131 (6.7)

Estimates based on 2014 American Community Survey (US Census Bureau)

21

by 100%

# of Households Budget
Biennium Can Support
Budget (% of Eligible Households)
$3,600,000 7,143 (15.2%)
$550,000 3,274 (15.6%)
$300,000 1,563 (8.7%)
$140,000 1,458 (7.3%)
$380,000 2,262 (13.3%)
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ARNAE TING & COIVHVIUN

Multi-lingual Marketing
Campaign

Program FAQs & Talking Points for Staff &
Agency Partners

Updated web content

Web banners (MyTPU.org) - rotate monthly
Brochures
Posters/Flyers
Advertising
Newsletters
Direct Mall
Public Service Announcements (PSA)
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NEX

Launch Financial Education Credit component in 3rd Quarter.
Establish funding levels for 2019/2020.

Connect with other partner programs and services throughout
the City of Tacoma and surrounding areas to better understand
the needs of our community and leverage resources.

Conduct program evaluations, provide monthly updates to the
Customer Service Advisory Board and report to the board and
council at the end of each calendar year.




E TACOMA PUBLIC UTILITIES

Budget & Rates
Communications & QOutreach

Clark Mather, Community and Government Relations Manager
Rebekah Anderson, Marketing Communications Manager
June 26, 2018



Overview

Overview of historic
communications & outreach

Staff-recommended plan for
budget and rates outreach

City Council/PUB dialogue




2017 Rates Outreach

* Atleast 14 community
presentations

— Tacoma’s neighborhood councils
— Business districts

— Franchise cities/Pierce County

— Metro Parks

— Black Collective

e Rates presentation available on
TPU website

e Presentation focused on telling

TPU’s story, rates-related message, -

providing feedback to TPU

Mission:
Tacoma Public
Utilities provides
services that are
vital to our quality
of life.

Our long-term
perspective
benefits future
generations




Proposed Budget/Rates Outreach

e Presentation Audiences

Neighborhood Councils (Coordinated with 4/\Q

Environmental Services) METROPARKS
Franchise City Councils

Other local units of government (Metro Parks, Pierce
County, etc.)

Community Organizations (Hilltop Action Coalition, Safe
Streets, Korean Women’s Association, Black Collective,
etc.)

Neighborhood Block Groups
Puyallup Tribe

2

Business Districts KWA
Service Organizations: Rotaries, Chambers, etc. Changing lives...

One person at a time.

2"d Supply Partners
Wholesale Customers
Industrial Customers




Proposed 2018 outreach




Customer Communications
Approach

 Integrated, long-view plan
 Engage vs. tell
e Listen to customers

Inform Consult Involve Collabhorate Empower

Inform Involve

oW 1evel o v aveal o g evel o
public engagement public engagement public engagement




Customer Communications
Strategies

#1: Year-Round Conversation




Customer Communications
Strategies

 Ongoing education and involvement
with what we do throughout the year
that benefits customers and how we
control costs

e Coordinate with other services (ES)
e Tallor messages by customer group




Customer Communications
Strategies
#2:. Early, multi-channel
notifications for rate adjustments




Customer Communications

Strategies
e Build a narrative for announcing

rate adjustments

— Here’s the amount

— Here’s what's driving it

— Here’s what we’re doing to
— Here’s what you can do a
ptions)

— How customers

trol it
It (suite of

@
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Customer Communications

Strategies

I\/I t. d
[ ] New Power Rates Effective Apnil 1. 2018
New power rates for Tacoma Power customers go imo effect on Aprl 1, 2018 As & pubilcaity
owned Uiy we only bill for the revenue required 10 run our busingss. This increase.
approved by Tacoma Cily COuncil which was approved in Aprl 2017, nelps us cover Ine
estamated 51.2 billion needed to meet reguiatory guideines and continue 1o invest in
resoues technoiagy 1o continus 1o provice safi and reliabis SEnAce 10 oUr Cusiomers

meetings
— Use available channels to

announce dates in advance |-—=="

— Have handouts at meetings | ==

that refer customers to

o Greater Tacama Convent ter
1 2, W 4

¥ of Tacoma can expect an average increase of 55.88month
Fease is 2 follows

e will vary based on how
fonth

Increase -
Pty “fored charge”

50, effective April 1, This
fits. like reading and

g ana maiiing bills, and
iy reconds and

Pesidential cusiomers will see an average total increase of

Al ovantstake place i the Tacoma Pubk

online resources .

WB2
Fubli Uity Bowrd Mesting | 30 pm
15

Martin Luther King & Day

TPU offces closed

FEBRU,
un2s
Puble Uity Board Maceing | 430 pm.

18 Went - 85 Interested
ends
9
Frovdants Doy

— Post links to video and
documents for those who il B
couldn’t attend ‘

UTILITIES YOU

7

FREE Hoat Pump Know How Hone Hesl

e tosars & M Wb
‘Ml

iy [ —————
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Customer Communications
Strategies

e Use communications channels to
reach community groups with
updates prior to outreach
presentations

* Report results and continuously
evaluate If our approach Is successful

12




Customer Communications

Tactics

* Video series highlighting
projects that benefit customers

— Pole replacement

— Filtration plant

— Stewardship of natural resources

— Where your power/water comes from

— Employee volunteerism in the
community

— Maintenance work that maintains
reliability

— Coordination with Public Works to
keep project costs down

— Apprenticeship program

D YouTube

SCHOOL

/. CAME T0 SEE ALDER DAM.

HIRL
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Customer Communications

Tactics

 Explore a variety of engagement methods
— Invitations to public meetings; handouts o -
— Face-to-face at community events
— Surveys
— Self-serve, easy to understand
web content and interactive tools
— Emaill sign up list for updates
— Public or group tours
— Facebook Groups

e Implement message and
engagement map by customer group

14




Customer Communications
Messages
 Understanding your bill
* How we control costs

* Everything we do throughout the
year that benefits customers

« How we can help you manage costs
— Budget billing
— Conservation
— Payment assistance programs

15




Customer Communications
Channels

« Bill package messaging e AT

 Materials to distribute at outreach T e
events, agencies and public locations, o o 2
incl. multilingual versions S

INtormiation wil e U5 prowE et

» Packets for electeds === e

e Messaging for employees i

« Tacoma Report and other earned TEsE e TR

media =
« Community partners’ resources (social
media, emaill lists, newsletters)

« Handouts for events, public meetings
o Social media/Facebook Groups

. )
¥ Y

b "\‘.'. .‘\ -’ ~ »’f ‘ 2
- Wl
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June

July

Aug

Qct

Nov

TPU Board & City Council | Outreach | Communications

6/27 Power Cost of Service Study
Session

7/25 Water Rate Design Study Session

9/12 Study Session — Water & Rail
9/26 Study Session — Power

10/10 Public Hearing
10/16 Joint study session
10/24 PUB Adoption

11/13 Council 1st reading
11/20 Council 2nd reading

Timeline

Schedule meetings

Schedule meetings

Franchise city meetings
Communications to groups that couldn't be
scheduled

Neighborhood Community Councils
Communications to groups that couldn't be
scheduled

Neighborhood Community Councils
Communications to groups that couldn't be
scheduled

Community presentations

Update web content

Newsletter story with public meeting
dates

Handouts for community
Collect email addresses at presentations
Bill messages directing customers to web

Kick off video project

Follow up newsletter story

Updates via web, email, bill

)
it
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