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Outline
• What happened, where are we now? 

• Data collection efforts

• Diving into specific impacts with: 

• Opportunities

• Resources

*Questions to consider



MayMarch April June July August Sept. October

What happened? 

Statewide moratorium on 
residential shut-offs, late fees 
EO 124 and 142 
(March 31 – July 29)

Some utilities 
voluntarily 
continued 
moratorium

Nov.

Must have option for 
at least 6-month 
payment plan

?



FebruaryDecember January

Where are we now?

Many utilities have restarted disconnections and late fees
Pandemic still affecting some operations
Some payment plans are ending; most are still in place



MayMarch April June July August Sept. October

Monthly reports from all 
utilities statewide
required by EO 124 / 142 EFC survey and interviews

EFC poll of 95 utilities
(April 29 – May 5)

Data collection efforts throughout 

Nov.























Other common COVID-19 Issues Affecting Utility 
Finance

• Changes to plans for rate 
increases
– Increase or decrease
– Political appetite for increase 

affected
• Changes to capital 

projects/funding
• Difficulty forecasting usage in 

rate models
• Changes in system 

development fees
• Need to lay off/furlough 

employees

efc.web.unc.edu
awwa.or
g

cifanet.or
g

nacwa.or
g

http://efc.web.unc.edu/2020/03/26/financial-implications-of-covid-19-for-water-and-wastewater-utilities/
http://awwa.org/
https://www.cifanet.org/economic-stimulus
https://www.nacwa.org/docs/default-source/resources---public/water-sector-covid-19-financial-impacts.pdf?sfvrsn=98f9ff61_2


What were the big impacts of COVID on your 
utility and your work? 

• Put your answers in the chat



Deeper Dive into Impacts



Operational impacts

• Splitting field crews
• Finance staff Work from home; collections shift 
• Operations here: changing staff responsibilities: cars 

take home, use personal cars, and more. 
• Extra costs for PPE, laptops, cleaning supplies. 

*How can you continue to implement 
save and/or efficient practices? 



Lost and delayed revenues

• Changes in consumption
• No late fees
• Bills past due
• Waiving or reimbursing for online 

payments

Not 
recoverable

Some may be 
recoverable

*How do your revenues compare to 
pre-pandemic conditions? 



Revenue Impact: Poll

• Did you experience any impacts on your revenue 
relative to pre-pandemic conditions?
– Yes- decrease of 10% or more of monthly operating revenue
– Yes- decrease of less than 10%
– No- about the same total revenue
– Yes- increase of less than 10%
– Yes- increase of 10% or more
– Not sure
– Not applicable



Early Evidence and Fears of Net Revenue Losses



Change in consumption patterns
• YVSA- loss of 30% for a few weeks

• Tighten budget
• Increase rate increase
• Get help

• Others, residential focused increase 1-5%
• Reopening happened sooner than expected

*How may consumption 
permanently change? 



Aggregated Statewide Effects 
After Four Months of a Moratorium

Reported 
(not all 
utilities 
reported

)

Estimated for 
Entire State

Aggregated % 
of Operating 

Revenues

Late fees and 
penalties forfeited

$ 20.1 
million

$ 23.2 - $30.8 
million

< 1%

Results vary widely across individual utilities.
**note caveat of the late fees inflated**

*Have you 
revisited your 
late fee policy? 



Accounts past due: Poll

• How does the % of accounts past due at your utility 
now compare to pre-COVID conditions? 
– The same
– Increased by less than 5% (e.g. from 2% to 3%)
– Increased between 5% and 10%
– Increased by more than 10%
– Decreased
– Not sure
– Not applicable



Pre-COVID: Disconnections for Non-Payment (2018)

Source: 2017-18 NC Utility Management Survey conducted by UNC EFC and the NC League of Municipalities.



Accounts with Past Due Bills 
(End of July 2020)

Analysis of all North Carolina water/wastewater utilities that reported data in accordance with EO 124/142.



Aggregated Statewide Effects 
After Four Months of a Moratorium

Reported 
(not all 
utilities 

reported)

Estimated for 
Entire State

Aggregated % 
of Operating 

Revenues

Total arrears as of 
end of July

$ 52.9 
million

$ 61.7 - $81.5 
million 

~ 2.5%

Results vary widely across individual utilities.



Accounts that were Eligible for Disconnection April-
November



Disconnections: Poll

• Has your utility resumed disconnections? 
– Yes
– No
– Not sure
– Not applicable





Average bills past due increasing



Average bills past due increasing

Average Amount Past Due
Source: OWASA

$150

$300

Jan 2020 Jan 2021Jan 2019



*How can you evaluate policies and/or 
connect customers with resources to help 
with large amounts of bills past due? 



Payment 
Plans 

Required 
Under EO 
124/142

Reasonable payment plans 
required 

For residential customers

Who accrued arrearages from 
March 31, 2020 through July 29, 
2020

Must give until January 30, 2021 
to pay, as long as customer 
honoring terms of payment plan





Payment plans

• LOTS of admin work
• Policy creation/revision
• Communication is key!

*Do you have a payment plan for standard 
and/or emergency circumstances? 



Payment plans: Poll

• Does your utility offer payment plans for bills outside of 
pandemic circumstances? 
– Yes-under any circumstance
– Yes-only for a leak or another one-time event
– No
– Not sure
– Not applicable



Financial Assistance 

• The more $$ you get to customers from other sources, 
the more your bills are paid!

• Relationships with non-profits
• Look into creating/promoting your own customer assistance 

program



Some Elements of Designing a Bill Paying CAP

• Deciding who gets assistance and how often
• Deciding what types of assistance to provide
• Determining how much the CAP will cost
• Devising a plan to fund the CAP
• Partnering with organizations for administration 
• Planning for program outreach and monitoring



Who Gets Assistance? 
Common Practices in Eligibility Verification

• Partnering with another organization that focuses on assisting residents with bills 
(low-income, senior citizens, other needs, etc.)

• Proof of eligibility in related programs, such as:
– LIHEAP (Low Income Home Energy Assistance Program)
– AFDC (Aid to Families with Dependent Children)
– SSI (Supplemental Social Security Income)
– Medicaid
– SNAP (Supplemental Nutrition Assistance Program)
– Local property tax assistance; and
– Other utilities (electric, natural gas, telephone, offer discount programs based 

on income)

• During COVID, affected by the pandemic (loss of income, employment, or 
health)
– May require documentation or ask customer to attest to this fact



Program Outreach and Monitoring
• Getting the message to eligible customers is 

critical
• Common outreach mechanisms are:

– Bill stuffers
– Door hangers
– Emails, mail, or automated phone calls to customers
– Public meetings
– Community fairs
– Inform non-profits / Social Services / charity orgs. / 

community groups
– Local media announcements
– Websites
– Customer Service referrals (proactive and reactive)



Opportunities



Opportunities from COVID-19

• Increased attention to the vital public service of providing 
drinking water and treating wastewater

• Increased interest in more robust customer assistance 
plans—better for customers, better for utility

• Opportunity to take a hard look at expenditures and make 
sure costs that don’t affect level of service are decreases





Resources



Blog Post Summaries
http://efc.web.unc.edu

http://efc.web.unc.edu/


Financial Resilience tool

• Use unrestricted cash to see 
how much revenue loss a 
system can withstand

• How long will your 
unrestricted cash and 
reserves offset different levels 
of revenue losses and still 
cover expenditures on O&M?

http://efc.sog.unc.edu/financialresiliencedashboard

http://efc.sog.unc.edu/financialresiliencedashboard


For North Carolina: 
• Inserted data for North 

Carolina utilities
• 2019 Financials
• 10% decrease in revenue 
• No depreciation

Even including debt service 
coverage, most utilities have 
enough cash on hand to 
cover 10% revenue losses 
for more than 365 days 
(n=433). 

Number of 
Days Utility 
Can Cover 
Operations

Just 
Operating 
Expenses

Operating 
Expenses and 
Debt Service

<180 5% 7%

180-364 5% 9%

365 or more 91% 84%



Case Study: Yadkin Valley Sewer Authority
Scenario 1 and 2 Inputs

2020 2021

J   F   M   A   M   J   J A   S   O   N   D     J   F   M  

Large 
industrial 
customer
usage

Commercial
usage

Delinquencies



• Deficit going into FY21; tightened O&M budget
• 50c/Base, 75c/Volumetric rate increase 

Case Study: Yadkin Valley Sewer Authority



Bill Payment Assistance Program Cost Estimation



Environmental Finance Center at the University of North Carolina
School of Government, Knapp-Sanders Building
CB #3330
Chapel Hill, NC 27599-3330
USA

www.efc.sog.unc.edu

Elsemarie Mullins
mullins@sog.unc.edu

mailto:mullins@sog.unc.edu
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