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Challenge: Meet 20% by 2020

Water allocations
_|_
Tiered Rates

» Over 2 years

» Community averaged landscapes then
precise

» Segmented audience

—



Goals: 5% variance requests
Customer acceptance as “fair and equitable”

Solution:
“High Touch”
Outreach Plan

in collaboration with

Customer Service

—



Focus groups = strategy and
key messages

o Individualize it - “you” are in control
> Simple adjustments gets into “efficient” range
- “Wasting” water vs. “conserving’ it

Make customers feel.....

. Water SMART




Customer Communications Plan
Phase 1- Allocations only
Phase 2 - Tiered Rates

> News release

> Public speaking engagements

> Bill messages

> Direct mail piece

o Interactive website

> (High-impact customer outreach in phase 2)

—



Phase 1
Direct Mailer

COMING
SOON...

% New information

' = @~ 1o help you be

smarter
about your

é:) Valencia TWater Company




Phase 2 Updates
Customer Specific Web Accounts

Billing Details
[ Water SMART Allocation
Payment Details - . .
Account Number Select 3 utility account to view details
Make a Payment 1-80865.200

NENt 0P, Customer Name MARY E GREEN
The Water SMART (Saving Money And Resources Today) allocation program is an easy way to
Your monitor yvour monthly water usage and to make adjustments as necessary. Your Allocation
represents the amount of water your household should have used, indoors and outdoors, in
w nTER U an efficient manner, far the given billing period.
se.--
The allocation-based rate structure rewards water efficiency and provides increasing economic
_ price signals for the inefficient, excessive and wasteful use of water. Valencia Water Company
_\\,\ customers who don't waste water enjoy rates that are the lowest in the Santa Clarita Valley.

Service Request Summary

To learn more, read "Understanding Water Allocations” below.

Your Water SMART Allocation

Request Payment Extension Your Allocation Current Bill Date: 05/11/2011 ~ Values rounded in: CCF's Display as Gallons
Your Water Use is: Inefficient % of Allocation 118
Inefficient:101-150% Total Allocation 22 Actual Use 26

Indoor + Outdoor = Total

Indoor Allocation @ 8  Outdoor Allocation @ 14

} UNDERSTANDING WATER ALLOCATIONS and TIER RATES

My Profile
Back of Bill

The Valencia Water Company Water SMART Allocation program is a fair

3 . 3 X and equitable method of providing residents a water allocation calculated

2010 HET Rebate Offer Your allocation varies by_r_mnm, Hepending o £ - on their individual needs. This rate structure promotes the efficient use of
the season, weather conditions and other factors. ] : water by providing customers with economic pricing signals as their
a : water use increases. To learn more about water allocations and the

View Historical Allocation Details tiered rate structure, click here.

reserts an

] t abcve the allocated
amount. Yot ] and easy .
@ Steps LH IOWEr your Use. to bring your The Water SMART program features many tools and information to help Valencia Water
use to the £ . See our Company customers become more water efficient without sacrificing their lifestyle or
Conservation Tips for more budget. If you find your usage exceeds your allocation amount, click on the "Conservation
Inrormation. Tips™ or "Allocation FAQs” on the left side of this page to find easy ways to be more efficient

with this precious resource.

Private customer account




Phase 2 Updates
Customer Specific Web Accounts

Account Number 1-8986.300
Customer Name MARY E GREEN

UNDERSTANDING

}
WATER AaLLOCATIONS gm YOUR
e

Water Allocation Performance

The Valencia Water Company Water SMART program is a
fair, equitable and highly accurate method of providing

residents a water allocation based on their needs. The ALLOCATION ANALYSIS Walues displayed in: CCF's Display as Gallons
system is based on research and studies of water used
by homes served by Valencia Water Company. These Allocation this period 22 Usage this period 26
calculations take into account actual use, aerial-based
measurements of individual landscaped areas and Indoor Allocation & 8  Qutdoor Allocation @ 14
weather patterns to give each house an individualized
llocati
aflocation Allocation vs. Actual Consumption for 23012 CLEARMONT CT
Please select a link below to learn more about 64
Indoor Allocation Calculations M _
Outdoor Allocation Calculations 48
Your Allocation Parameters
b 32
ACCOUNT NUMBER 1-8986.300 w
CUSTOMER NAME MARY E GREEN
16
CURRENT AMOUNT DUE $0.00
LAST BILLED AMOUNT $48.68 View Latest Bill ol LI LT LT EL L] H |T| H LUV H H .
T ST TR 06/08 09/08 12/09 03/10 06/10 08/10 12/10 03/11
TYPE OF METER NORMAL WATER Period Ending
METER NUMBER 2236440 :
0o vour Actual Water Use "\ “four sllocation
METER LOCATION
RATE 3/4 INCH RES METER = Hide Allocation Detail Chart
5 @_] Export to Excel
LANDSCAPED AREA 3,152 -3
Rl Read Date Meter # Usage Allocation % of ET
ASSIGNED LANDSCAPED AREA 3,152 square feet Allocation &)
Walencia Water Company lsunched the Water SMART 05/05/2011 2236440 6 n 118 6
program in January 2010 without a change in rates so 04/07/2011 2236440 12 17 Tl 4
customers could become familiar with the allocation
system and make adjustments before tiered pricing 03/10/2011 2236440 10 18 56 4
went inte effect. Before implementing an affocation- 02/08/2011 2236440 17 19 B3 4
based rate system in 2011, Valencis Water Company
used an aerial-based imaging system to measure every 01706/2011 1236440 12 1 %2 2
individually metered residential lot for its actual 12/07/2010 2236440 22 18 122 3

landscaped area. Note: Assigned Landscaped Areas

Detailed water usage



Water Rate Informatio

Concerned about
saving water
and lowering
your bill?

Let us help you!

Participale in o Residential Water
Check-Up Program i
Water Consenvation Specialist will visit
your home for FREE to help you under.

an experienced

stand how to use water more efficiendly
both indoors and outdoors. You may also
recehve other FREE itams. such as low fiow

plumbing fixtures, leak detection assis
tance, and imigation system inspection
Sign up for your FREE Residential Water
Check-Up today by calling WaterWise
Consulting 2t (888) 987-8473, o
contact our office at (661) 204-0828
and ask fo speak o “Conservation.”

you L

Alocations only determine what
units are billed at which tiered level

0 Jov n excry

VALENGIA WATER CO bl inse-5.ndd 1

Annual

Front
Valencia Water Company
@ pany

Dear Customer:

W are providing you this information to explain our water rates and o show how a sample waler bill is calculated.

This rate information is sent to you annually, or whenever there is a change to our genesal rates. Please contact our office
at (661) 294-0828 ¥ you have additional questions afler reading this shest

Your bill inchudes a monthly service charge, which is a readiness-to-serve charge. The monthly service charge is a fee for
being connected o the water system. The monthly service charge is fixed regardiess of how much water you use, and is

based on the size of your meter. Your bill also includes an allocation-based tiered rate system — a consumption charge based
‘on the quantity of water that fiows through your meter and your morithly allocation, The consumption charge is based on

each hundred cubic feet of water measured by your meter. (One hundred cublic feet of water = 748 gallons.)

h H you are not yet familiar with our new WaterSMART program, please visit that area of our

website at valenciawater.com.

Reduring the amount of water you use will save you money by reducing your total consumption charge. However, the monthiy
servioe charge i fixed and will not change with changes in your water use. Your bill also inchudes & Pubic Ltilties Commssion
("PUIC") surcharge, which (s a fe paid by all customess 1o fund the cost of the PUC reguiation of all priate water uiliies in
California. The fee & 1.5% of your total water bill. We coliect the fee from customers and then pass it on directly io the PUC.

Valencia Water Company’s current rates are as follows

Monthly Service Charge

If your meter is this size You pay this much per month
58 inch $9.15

3/4 inch fmast homes have this size} 1372

Tineh 2287

1-1/2inch 45.75

2inch 7319

f your meter s arger Man 2 inches, you may cal our offioe or go onile 0

The raiie per hundred cubic feet iccf) of water (748 galons) is now divided Dy fiers:

Tier level (name) Rate

Tier 1 Super Efficient} Indoor monihly water allocation 1144

Tier 2 (Efficient) Outdoor monthiy water allocation §1.362
(Thers 1 + 2 = 100% of total movthly alocalion)

Tier 3 faefficient) 101% - 150% of monthly allocation $1.703

Tier 4 (Excessive) 151% - 200% of monthiy allocation $2.214

Tier§ (Wastefuf) Use in excess of 200% of monthly allocation §2.878

Payment Options

You have several oplions for paying your monthly water bil

= Authorize us o pay your bill through a monihly automatic bank draft

Pay your bl electianically using your own onling bill paymen! service

Mail your payment along wilh your detachable bill stub in the evelope provided with your bill

Pay by e-check al www valenciavater com, or by calling (661) 294-0828

Pay your bill in peeson from Ba.m, 105 p.m. Monday thiough Friday, or by using our aftes hours drop box
Iocated at the front of oer buikding

Contact oor office at {861) 204-0828 or vistt our webisito at www.valenciawaler.com for more Information on paymivy opoons

www.valenciawater.com

| Insert

Back

Your Water Bill

com 10 see more d

iptions of your bill

Manage your account online. Go lo

Valencia Water Company
24631 Avenua Foksfaller

Valancia, CA 91355

Call or Pay by Phone: (661} 294-0828

Bl Period 02222011 - 00242011 ays Tris Paviod 50

Meter Prior Fesd Cusreet Read Currec Usage
ooso0n = Bas 2

Indoor  (1}Ouloer
Atccaion  Allocmion

‘Hame MARY CUSTOMER Jokce Date 03907071
Location , ke s 01835133
Losaten 129 MAW STREET, VALENCIA CA .

@ Monthly WaterSMART Allocations and Usage
565006

ped area, daly wes
Alocation s the comtined I

Managa and pay your account at valenciawater.com

Account Number 00008
Total Amount Due. 54430
Current Charges Dus. 0472002011

(_General Water Usage Detall

‘Fane Tt

pRpre—

GENERAL WTR USAGE CHARGE
BAL ACCT SRCHG ($.009/CCF)
WTR GLTY SURCREDIT

36 INCH FES METER

LIRA SURGHARGE
PUG SURCHARGE

Total Current Charges

Charges Dus _ ammount Oue
54430 04202011 $430

RTANT MGTIGE: Piase chack and varly

e and up o date e
T

e
341884 parsos e Poma, whew cutoce
fanascapes arsa ‘secton o your i,

your
Wina ricvmaron Lesed 101 your scepunt 4 inkecurate,

Valericia Wasler Company
24631 Avenue Focketeller

aerial maging 1o delern
u e area

S
sy cusTONER

121 MAIN STREET
VALENGIA, CA 21358

Low-Income Ratepayer Assistance (LIRA) Program

Payment Coupon

Losation
Currant Bilieg Poriod 03223011 - 13242071

$0.00
Amount
ok

Aceonnt MU 00000EKK
imvaica Gme

e
Address 123 WA STREET

Curent Currant  Total Biance
Charges Dus
DwznaOn 84430 sea30

Placass uss oy bus or biack ik
e g a chck

Valencia Water Company
POBox 515108
Los Angeles, CA 50051-5106.

Valencla Water Company has a LIRA Program whereby qualifying customers can recefve a discount on the monthly service charge
on their water bill. For details, please contact our Customer Service Depariment at (861) 294-0828, or visil our website at

valenciawater.com to dowrioad the LIRA spplication frm

Military Family Relief Program
Valancia Water Company has implemented a litary

anly Refist Program v

2180 day period to families of servica members who are called to active duty.

For more informeation, please contact our office 2t (£61) 204-0828,

VALENCIA WATER CO bl nset-3indd 2

h provides viater utlty servica shufoft protection for

@ Valencia Water Company

ST 72085 AM



More Efforts:

. Rigorous training for Customer Service

. Quick response
* Personal visits to homes

. Customer testimonials

i

«
Water SMART

- Allocation Program



Continuous Outreach - Targeted Market

High Impact Customer Outreach

Customers with large Consumption v. WSA Allocation
|andscapes’ (Including Upgrade Options) ... “;Sb:al"?'mfjm'
high consumption | |  ~_ . s (rier )

§

offered:

/™
/N0 S

—— 2010 Uise

e Residential Water
Check-Up

CCF (748 Gallors )
g & 8

« WBIC information . option2
 Assessments on . Option
i rri g at i on \n Feb Mar Apr May Jun Jul Auz  Sep Ot Mo Dec
Improvement Water Rates: Tier 2=51.362/ccf, Tier 3=51.703/ccf, Tier 4 =52.214/ccf, Tier 5=52.878 (Tier 5 applies to all
)

consumption in excess of upper limit of Tier 4)

turf conversion

Current Irrigation
COperating Costs

) 3,388.16




Continuous Outreach - Targeted Market

Abnormally Hi/Lo vs. Allocation

Monthly Hi/Lo
Usage Report

Enables Conservation to identify customers with abnormal or
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Persistent High Use




Continuous Outreach Efforts

 New/Improved Conservation Programs

- HELIUM Rebate Program (High Efficiency Landscape
Irrigation Upgrade Measures)

« High Consumption Notification
» Specialized Residential Audits
« Complete Audit (Indoor and Outdoor)
e Irrigation Only Audit
. . HELIUM
» Leak Detection Assistance EESATE EROGRAW

— Y

High Efficiency Landscape Irrigation
Upgrade Measures



Water SMART Stats-201 1
o nuan [Febnuay JMarch oMy

WS Inquiry Calls

WS Rate Complaints -
WS Tier Names Compl -
Indoor Variance 2
Outdoor Variance

CPUC Complaints -
WS Full Water Audit —
WS Leak Audit -

O N — N — O O

2010 had total of 30 total WS Calls

0
1
3 0
1
1
1
0

/

N — O O 0 O O

0
1
3
6
0
1
0



Summary of Water SMART Allocation
Program Philosophy

\/

Fair and
Equitable Staff
Program Pw

.

Program Acceptance

—



Questions m

: «
» Matthew S. Dickens Water SMART
» Valencia Water Company Allocation Program

» (661) 295-6543
» mdickens@valenciawater.com

» Denis Wolcott
» (213) 200-1563
» denis@thewolcottcompany.com

—
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