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All people need access to the basics—
water, food, shelter—in order to participate fully in 
society. When these basic conditions are met, our 

communities and our economy thrive.
– US Water Alliance
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Background

➢Affordability was identified as one of the top policy 
priorities identified by the Commissioners in their 
2018 rate structure discussions

➢WSSC has been working with regional and national 
affordability consultants to significantly enhance 
existing programs in conjunction with the new rate 
structure

➢Findings presented to GM/CEO and key internal 
stakeholders
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Affordability Program 
Goals and Objectives

Goal 1
Enhance assistance 
and billing options 
provided to low-

income residential 
customers

Obj. 1.1 
Identify target 
groups/population 
for affordability 
programs

Obj. 1.2 
Develop, implement, 
and communicate 
new programs 

Obj. 1.3 
Develop partnerships 
with community 
organizations

Goal 2
Improve annual 
fundraising and 

voluntary 
contributions for 

programs

Obj. 2.1
Identify annual 
fundraising goals for 
assistance programs

Obj. 2.2
Identify dedicated 
funding sources and 
plan fundraising 

Obj. 2.3
Increase voluntary 
contributions to 
Water Fund

Goal 3
Reduce the total 
amount owed by 

active 
residential 
customers

Obj. 3.1
Increase number of 
customers receiving 
assistance from 
WSSC or our partners

Obj. 3.2
Reduce number of 
customers with 
arrearages >$700

Obj. 3.3
Reduce number of 
delinquent accounts 
owing > $700

Goal 4
Adopt legislation 

to expand 
Customer 
Assistance 
Programs

Obj. 4.1
Work directly with 
affordable housing, 
apartment, & 
landlord associations

Obj. 4.2
Advocate for 
assistance programs 
that benefit hard-to-
reach customers 
such as renters

= Focus Areas



National Best Practices
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Best Practice Affordability Program Model 

Low-Income Bill 
Discounts

Financial Counseling Strong PartnershipsArrearage Forgiveness 

Water Conservation 
Assistance

Flexible Payment Plans

Crisis Intervention 
Programs

Social Service referral

Plumbing Repair 
Assistance

Flexible Billing Options

Aggressive Outreach 
& Marketing

Robust Community 
Engagement

Support Processes: Communications Information Technology
Performance Monitoring Continuous Improvement



Program Gaps

Low Gap

Moderate Gap

Significant Gap 
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Best Practice Element WSSC Program Current Gap

Low Income Bill Discount CAP Program  Moderate Gap

Water Conservation Assistance Significant Gap

Flexible Billing Options EZ Pay, GoGreen Significant Gap

Arrearage Forgiveness Significant Gap

Flexible Payment Plans Payment Arrangements Significant Gap

Crisis Intervention Water Fund Moderate Gap

Financial Counseling Significant Gap

Plumbing Repair Assistance HomeServe, Homeserve Cares Significant Gap

Social Service Referral Significant Gap

Strong Partnerships
Salvation Army, Maryland Office 

of Home Energy Programs
Low Gap

Aggressive Marketing & Outreach Blue Tie Ball Moderate Gap

Robust Community Engagement Low Gap

Support Processes Moderate Gap

Notes: Our agreement with HomeServe is ending May 16, 2019. The 
new Pipe Replacement Loan Program will be effective July 1, 2019.



Customers In Need – 24,000 Low-Income, 
Single-Family Households
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Distribution of Household Incomes in Single-Family Buildings in 
Montgomery & Prince George’s counties (2015)



CAP Program Universe: 35-40,000 WSSC 
Customers with Incomes < 175% of Poverty

Source: Analysis of U.S. census micro 
data (2012 - 2016) for Prince George’s 
and Montgomery Counties
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Overview of Enhancements -
Short-Term

1. Offer Leakage Forgiveness for Eligible Low-Income 
Customers (qualified for Customer Assistance)

2. Enhance Water Fund Grant from $300 to $500

3. Offer Water Conservation Assistance

▪ Free conservation kits to enhance education 

▪ One free property inspection for CAP customers (annual)

4. Expand Customer Assistance Program (CAP) to 
200% (still under consideration) 
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(1)-Water Leakage Forgiveness 
➢Program allows CAP customers to receive leak 

adjustment of up to 100% of the excess usage.

➢Objective is to reduce the rate of delinquency and non-
payment caused by plumbing problems.  

➢Over 2,000 CAP customers had evidence of high-usage 
patterns over the past 4 years with as much as $1.6M in 
excess charges potentially eligible for adjustment.

➢Program cost: $212,000 in first year. 

Case Study: Mr. & Mrs. Thomas are CAP customers who 
experienced a leak resulting in a $4,300 bill; current 
Regulations authorizes credit of 50% of excess; however, 
the customer was not able to afford remaining $2,200 
balance. 10



(2)-Water Fund Grant Increase
➢Increases Water Fund Grant from $300 to $500.

➢WSSC is approving an increase in the administrative fee 
for the Salvation Army from 10% to 12%. 

➢Program cost: Admin fee is dependent upon total 
balance; total costs expected to be approximately 
$58,560 in FY2020
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(3) – Water Conservation 
➢Offer up to 1000 free conservation kits at community 

meetings and upon customer request.

▪ Objective is to increase awareness of the value of water and 
cost savings opportunities

▪ Conservation was the #2 policy priority of the Commissioners 
during rate structure discussions, is legislatively mandated, 
and is supported by customers 

▪ Kits are low cost and easy to use

➢Offer one free property inspection in a 12-month period 
to CAP customers upon request.

➢Program cost: $21,000 annually for 1000 kits
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(4) – Payment Arrangements
➢Expand payment arrangements to CAP customers to 

provide additional time to pay high bills due to leaks.

➢Objective is to enable customers to pay based on what 
they can afford (ability to pay) resulting in fewer 
customers in collection and broken payment plans.

➢Payment arrangements can be offered beyond the 24-
months that are stipulated in the Billing and Collecting 
Water and Sewer Use Charges Regulation (currently 
pending Commission approval).

➢Program Cost: No cost
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(5) – Expand Eligibility for CAP 
➢Expands CAP eligibility to households earning 200% of 

poverty or less (current eligibility is 175% of federal 
poverty limit). 

➢Will allow up to 10,000 more customers to qualify.

➢Raises income limit to $42,660 from $37,328 for a family 
of three.

➢Program cost: $200,000 in first year

➢This recommendation is still under consideration as 
WSSC must identify who and how applicants will be 
qualified and enrolled. 
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Financial Impact Summary
Customer 

Assistance/Affordability 
Program Option

1st Year 
Projected Costs

3rd Year 
Projected Costs 

5th Year 
Projected Costs

Leakage Adjustment 
Regulation Change $212,000 $212,000 $212,000 

Water Fund Program $58,560 $30,000 $30,000

Water Conservation Kit Pilot $21,000 $42,000 $62,000 

One Plumbing Inspection for 
CAP Customers w/12mo $12,000 $15,000 $18,750

Extended Payment Plans No Cost No Cost No Cost

Total $303,560 $299,000 $322,750

Projected costs for the Water Conservation Initiative assume an increase to 2000/units in year 3 and 3000 units in year 5.

The Water Fund is funded by external donations. WSSC pays the Salvation Army a 10% administrative fee that is projected to 
increase to 12%. The amount of the fee will vary depending upon the Water Fund balance. 
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Short-Term Roadmap (FY20)

Summary of FY2020 Overall 
Affordability Program Enhancements

1. Leakage Adjustment for CAP 
Customers

2. Water Fund Grant Increase
3. Initial Water Conservation 

Assistance
4. Extended Payment Arrangements
5. CAP Expansion (under consideration)
6. Pipe Loan Program (Finance)
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Long-Term Roadmap (FY21-22)

Summary of Recommended Long-term 
Affordability Program Enhancements

1. CAP Expansion to Indirect Customers
2. Expanded Water Conservation 

Assistance
3. Payment Flexibility
4. Customer Wrap-Around Support
5. Additional CAP Enhancements (Bill 

Discounts)

Note: These recommended programs are more 
complex and will require billing system 
configuration and cross-functional planning and 
implementation 
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Customer Engagement Activities

1. Hired Customer Engagement 
Specialist

2. Partnering with Communications to 
enhance marketing materials (i.e., 
brochure, flyers)

3. Conducting outreach and 
connecting with non-profits and 
social service providers

4. Meeting with key program partners

5. Strategically enhancing our 
participation in community events, 
conferences, & initiatives 
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Short-Term Next Steps

1. Brief Commissioners
• May 2019 – Information Briefing 
• June 2019 – Proposed Regulation 
• July 2019  – Vote to Adopt Regulation 

2.  Implement Approved Programs 
• July 2019 – Water Fund Grant Increase
• Sep 2019 – Other Low-Income Programs
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Questions?
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