
Implementing SB998

Eastern Municipal Water District



Getting Started

Divided all requirements of the bill into “as is” and “to be” components
• 25 items were identified by level of effort

– 10 low, 9 medium, 6 high



Held a Regional Workshop
• 7 agencies in attendance

• Create alignment in neighboring agencies
– Interpretation of the bill

– Offer EMWD’s best practices

– Share ideas

– Breakout sessions 

• Aging and collections impact and proposed business changes

• Created an email group to continue to ask questions during 
implementation



Eligibility for SB998
116910 (a) Water System shall not discontinue residential service for nonpayment 
if all of the following conditions are met:

– Financial: Customer or any member of the customers household is a recipient of on an assistance 
program (i.e. CalWorks, CalFresh, Medi-Cal, Supplemental Security Income, etc.) or annual income is 
less than 200% of the Federal poverty level

– Medical: Customer or tenant of the customer submits certification of a primary care provider that 
discontinuation of residential service will be life threatening or pose serious threat to health and safety 
of residents 

– Repayment Program: Customer is willing to enter into an amortization agreement, alternative payment 
schedule, or a plan for deferred or reduced payment



Plan for Submissions
• Submission process managed internally

– Dedicated team

• Request other utility bill showing CARE enrollment for 
financial eligibility
– SCE

– SoCal Gas

• Review documents submitted
– Assistance Program or Financial information

– Medical certification 

• Amortization
– Respond to customer and set amortization

– Not to exceed 12 months in the majority of cases



60 Days Delinquent Before Shut Off

• 116980 (a)(1) Turn off water only if customer has been delinquent for 60 days and customer has been 
contacted no less than 7 business days before discontinuation of service

• Current Delinquency Process:
– Day 1 Bill mailed

– Day 21 Bill due

– Day 26 Late fee assessed ($25.00)

– Day 35 Final notice

– Day 40 Automated reminder phone call

– Day 45 Water service scheduled for shut off (door hanger delivered)

– Day 50 Account closed for non-payment



Extending the Delinquency Cycle



Written Policy of Discontinuation

• (116906)(a) Written policy on discontinuation of residential service for nonpayment in 
English and languages spoken by at least 10% of the people residing in the service area. 
Policy shall include:

– Plan for deferred or reduced payments

– Alternative Payment Schedule 

– Formal mechanism to contest or appeal a bill
• Service discontinuation shall not happen while appear is pending



Actions Taken for Policy of Discontinuation Requirements

• Updated customer billing notices 
– Addition of 6 languages on required notices

• Internal appeals review process established
– No shut off during appeal

• EMWD website updated
– “EMWD Assist”

– Web form to submit eligibility documentation

– Formal appeal process instructions posted



“EMWD Assist”



Business Changes – SB998’s Impact

• Anticipating SB998 will impact account aging and collections

• Account aging – outstanding balances over 60 days
– Current Aging Rate 3.1%

• New debt collection paths
– Franchise Tax Board

– Property Tax Rolls

• Set standard guidelines for Customer Service Staff regarding delinquency inquiries 



Standardizing Fees for All Customers

Statutory Requirement:

• For residential customer who demonstrates to an urban and community water system that their household 
income is below 200 percent of the Federal Poverty Level (FPL)*, the urban and community water system 
shall set reconnection fees as follows:

* Federal poverty guidelines for a family of four set 200% of Federal Poverty Level (FPL) for  income at $50,200 per year



Activities Completed For Go Live 

• Current Billing System changes completed
• Functional requirements review for New Billing System completed

• EMWD Board of Directors Informational Updates 
• By Director of Customer Service and Billing Manager 

• User Acceptance Testing performed

• Training of dedicated team for SB988 Submissions

• Training of General Staff- Call Handling



Contact Information

Kristy Mincey

Customer Service Billing Manager

Eastern Municipal Water District

(951) 928-3777 Ext. 4328

Email: minceyk@emwd.org


