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Louisville One Water Partnership
Who We Are

% Created in 2012, Interlocal Agreement —
share services, contracts, labor, ideas, processes

Manage water cycle for nearly one million
people in Louisville, Kentucky region

@ Structure: One Water Advisory Council and
One Water Board

— | Louisville Water provides Billing services for
S| Louisville MSD
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Customer Service Before COVID many partners, plans & programs ...

after Pandemic - all under one umbrella
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Louisville MSD Customer Assistance Program History

ncy W,
»Senior Citizen Discount &A™
> Started in 2007 m - é .
»30% off total wastewater charges msd 3;,4 4 vj
»Age 65 or older Sefe,clean waterways Sistance

»Income at or below $35k

»Emergency Wastewater Rate Assistance Program (EWRAP)

»Stood up quickly in 2020
»10% off total wastewater charges
»Household income at or below 150% of federal poverty line
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Operational Challenges with MSD Programs

»Onerous application requirements
»No online application process
»Communication

»No process for determining continued eligibility
»Low participation in EWRAP
» Staffing
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How MSD Revamped Customer Assistance Programs

»Assembled cross-functional internal team

»Advice from Louisville Office of Resilience and Community Services
»Make the discount worth the effort
»Streamline the application process
»Communicate through targeted channels

»MSD commitment to fund Customer Assistance
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Partnering for Progress: MSD Assistance Strategy

» Created a one-stop shop for program applications
» Offer multiple channels for seniors to apply
»Streamlined program application requirements
»Partner on a communication strategy

»Website coordination

»Customer communications are vetted and shared

»Social campaign

»Coordinated press/media release

»Leverage Metro Council newsletters

»Flyers to churches & community centers
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FY23 EWRAP Program Demographics

Households by Housing Type

5 Households by Applicant Race
2,608 96%

Applications Approval Rate

2,509 6,524

Unique Households Individuals

2 '6 3r 1 0 9 ® African American 70% = White 25% = Multi 3% = Other 2%

Avg Household Size Children Served

Households by Applicant Gender
48 $11 544

Avg Applicant Age Avg Household Inc

82% Female
18% Male

‘% Safe, clean waterways*
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Where we’ve been... connecting the dots
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affordability Affordability
I research; data

: driven analysis
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2021
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Where are we now? - Building a Roadmap Q

» Building a diverse, skilled working group team
(internal/external) to guide future work

» Establish or define our affordability
parameters/approach

» Gather and analyze critical data from affordability
programs (surveys, feedback, best practices)

» Create budget/ resource plan and phased plan for next
3 years (Phase 1, Phase 2, Phase 3)

» Collaborate w/stakeholders to continue to obtain
funding/reduce barriers to water affordability

ADROPS of W ¢msd

KINDNESS




Key Lessons ay the course

v Build Buy in — continuo
v Make Water
v’ Stay up to da

v Commit reso
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