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WHAT IS INNOVATION?

‘ Wikipedia defines innovation as:

“The development of new customers value
through solutions that meet new
. needs....accomplished through more effective
products, processes, services, technologies, or
ldeas....




- WHY BE INNOVATIV

#1 Trigger business growth
- #2 Create more efficient processes
~ #3 Increase quality of service

#4 Retaln customers
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f INNOVATION SUGGESTIONS

e Customer Billing &
Pay_ment

e Customer
Communications

e Rates and Charges




- CUSTOMER

e Use lines, colors and
headers to
differentiate major
sections

e Historic
consumption graph

e Customer message

LING

SC\ﬁD 22722 Soledad Canyon Road

SANTA CLARITA WATER DIVISION WATER UTILITY BILL

CASTAIC LAKE WATER AGENCY
stement - e
TOT)

Santa Clarita, CA $1350
Phone: (661) 259-2737
www.clwa.ong

*PAST DUE BALANCE | CURRENT AMOUNT
DELINGUENT AFTER DUE BY
091152009
0.00 611.82 611.82
L= “Past Due Amounts are subject 1o additionsl foas and pOnanios up 1 and
Inchua)
450
21900008-08
00 ANY APARTMENT
19436 HUNGRY DRIVE
Billing Date: OB0E/2009
- Mater Number, 528695 Meter Siza: 2
Senvice Covered: From: 08/04/2009 To: CR08/2008
o . o . -
AUG JUL JUN MAY APR MAR FEB JAN OIC NOV OCT STP Readings: Prion134ss  Cumenl:13831  Usage:d47 Cofs
447 Cef's = 334,356 Gallons
Usage Month Year to Date
This Year 447 4457
Last Year 552 4728
[uwrs=10cur| [Ormonyean | [B cunrent vean |
v E 2" Service Charge 48,42
2" Water Cha 315.27
WATER CONSERVATION TIPS-INDOORS: Clothes 2* Fower Gharme Biar
washers and dishwashers should ba run using full 2* Purchased Watar 183,76
loads to maximize water efficiency. OUTDOORS: All Tolal Charges B11.82
leaks in and il { should be
repaired promptly. For more water conservation tips
gTips.p
df or www.clwa.org
Fiasa 00 not ok, S1apio, OF Papr CHp CHck 10 PayMEant coupon.
PAYMENT COUPON Please retum this portion with your payment. Make check payable o SCWD
SANTA CLARITA WATER DIVISION Aceount Number: 21900008-08
22722 Soledad Ganyon Foad :Im Lc:am. 18436 HUNGRY DRIVE
0 Data: 09/0R2009
Santa Clarita, CA 91350 Service cod: From: Te:

Check boxter [risTooEeriince ]
PAST DUE BALANCE CURRENT AMOUNT
RETURN SERVICE REQUESTED changes DELINGUENT AFTER DUE BY
O 091152009 0272009
on reverse side
-t $

TAUTOTSCH 3OIGIT 913 21 P53 S6192MA0SY2
5563 1 AT 0957

7914113534252/

Santa Clarita Water Division

P.O. Box 51115
a8 NGy DRIVE Los Angeles, CA 90051-5415
ANY CITY, CA 91411-3534 190051 541 51 54/

[ R ——



- CUSTOM

Payment

Instructions

Website

information
Address Changes
Description of

charges

Important phone

numbers

LING

s, Visit Our Website to Learn More about the City of Petaluma’s
=) Water Conservation Programs

www.cityofpetaluma.net

Payment Instructions

1. hsioe £ heck s payalble to " 0iny of Petaiumal
e Plogie wille your 520w T BN YT
chid

2. Payrnent by Mail Meste uie the end
ofvalopa shd include The netur Tiuldwi
e, Playwsn lony st lord i e

THENT,

TALLIMA FIMANCT

Engish kol
2 3 4 500 BAL
a ﬂ.‘z"-\.‘l'll.‘! ety Do - Ciomy 2 tcarg

nfoematic: on ttale wnd send tad ity udng

enciosed envelope T Corveniende fee wil
vsevsed 1o 8 crecih srd debit card
papTentE,

Delingquent Payment

Wour acount

Maving/ Vacating
Al weatei and wihowatty chang ot will De pour respansbilty
i Bl oy reguedt the Tty 10 <lose yaur account in your sema,

ol O NQUEnt E your pay™ent hat not bikn

Description of Charges

H

1. Base Charged- e
{harged I
mamnena
CUSLOITHET SO0 LS,

adiat in :
eading meters, and &
Thee Base dhaige

0 the slee of the wi
Watér Usage Chargis
the announ: of water used dur'ng the biling pedios. ¥
wieis measuced in units of 100 culse feet (hef . Each hef
equals faE galens. Flease wisit us onling for mane
Irformation.
I Waslewaler Usage Charges - Waile
commesclal and industiial customens an sed on a fhoed
bdrearthly service ¢ hadge and a commod

arge based

G ke stérveaber rabis for redidient
arebased

commodity ¢h

Sermers

“he residential commodeiy charge &

i st 1 windies months oo

Bt O v a0
Betudl wler uisge, wikiPever id |0wer.

Impertant Phene Numbers

Bling
W

WEALEr WATIEWE TEF SYSIaT
After Hours Emergancy

ad: Saar Srep fervke
CoARRrvat

Please indicate new name and/ or mailing address below: (i your service address has
changed, please call 707-778-4350)

MNew Names
Mew Mailing Addiess:
City:

Statef FipCode:




—BILLING & E-STATEMENTS

e Decrease cost

e Increase revenue

e Customer satisfaction
e Streamline processes
 Integrate information
e Gradual conversion

e Opportunity to
communicate with
customer frequently




-PAYMENT

» Cash management

e Increase customer
satisfaction

* Delinquent account
Mmanagement

e Pay-by-phone and auto-
draft options

e Streamline late fee
processing




HEAR FROM YOU.....
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AND YOU SHOULD WANT TO
HEAR FROM THEM....

Tool to help plan and manage
challenges

I[dentify customer needs

Promote the value of water &
wastewater service

Build support

Obtain financial resources for
Improvements

Improve customer perception
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CUSTOMER COMMUNICATION 101

* Be proactive!

* Be frequent! m&h@@‘”

e Be honest/transparent!
o Tell your story.

e Ask for feedback!

» Take every opportunity to
educate.

 Engage community
groups/HOAs/civic
leaders/politicians.

e Go to the customer!

12



INNOVATIVE METHODS

» Social Media/Website

* Text Message \ ©
« News article ‘ ljsﬂf]
« Community meeting or -

advisory group %I &)

» Take every opportunity to
educate — keep it simple!

» Corporate citizenship

* Timing Is everything!

e QOutage communication is
key.
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INNOVATIVE RATES AND
CHARGES
* Non-recurring charges
 Who caused the charge?
» Benefits ratepayers

* Example:

— New customer account
charge

— Reconnect charge (water)
— Convenience fees/charges
— After hours reconnect charge

» Streamlined approval =
process /o




cRIENCES...

 Palmetto Utilities, Inc.

http://www.palmettoutilities.com/

e Kiawah Island Utility, Inc.
http://www.kiawahislandutility.com/

e Utilities, Inc.

http://www.uiwater.com/
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http://www.palmettoutilities.com/�
http://www.kiawahislandutility.com/�
http://www.uiwater.com/�

QUESTIONS!?
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