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Agenda

 Eighth month outlook from March 2023 Billing Audit

• Estimated Bills / Meter Reads 

• Service Disconnects

• Service Requests

 Key Accomplishments

• Staffing Levels

• PromisePay

• Technology Enhancements

 Outreach & Engagement

 Questions
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Meter Reading Progress

 Sustained improvement in percentage of actual meters read

 Maintained Reduction in Estimated Billing

 Percentage of meters read exceeds AWWA Standards
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AWWA Goal

97%
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Creative Solutions =
Nearly 20K Successful Outcomes Complete

Backlog
 7055 Water Leak Adjustments

 7084 Customer Transactions including: account changes, 

adjustments, billing requests, move-in/move-out, etc.

GOAL

 By September 30th: Complete100% of the Leak Adjustments 

 By December 27th: Complete100% of the Customer transactions 

ACCOMPLISHMENT

 Processed 99% or 7,048 Leak Adjustments by October 11th

 Processed an additional 15% or approximately 1,300 Leak Adjustments by December 18th; excess is not 

included in the backlog

 Over the past 27 weeks, DPU’s Winning Wednesdays has successfully processed more than 11,000 

Customer transactions, which includes the 7,084 Customer transactions pending through August 2023



Highlights
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Pledged: 

$16,773,342

Collected: 

$5,118,527

 PromisePay

 >90 days past due

 3 years to pay off

 No income restrictions



Affordability Programs
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 LIHWAP – qualified customers behind on their water bills received $2.6M in assistance.  

 DPU CARES – customers received more than $13.2M in assistance with their 

utility bills and avoided late fees and service disconnections.  

 American Rescue Plan Act (ARPA) - $8.1M donated to customers behind on their 

utility bills.  

 MetroCare Water Program – approved customers received up to $500 per applicant 

toward their water bill. 

 MetroCare Heat Program – approved customers received up to $500 per applicant toward their heating bill. 

 MetroCare Water Conversation Program - approved customers received financial assistance for plumbing 

repairs and the replacement of water-inefficient appliances. 

 SeniorCare Program –seniors 65 years of age and older in the Richmond metropolitan community took 

advantage of Winter Service Assurance, no late fees, security deposit waiver program, annual weatherization 

kit giveaways and third-party notifications.

 Equal Monthly Payment Plan – the EMPP budget plan spreads the annual gas bill over 12 months. The 

estimated monthly payment is based on the previous year's natural gas usage.



CIS Project Timeline
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Consulting Firm

• Team interviews

• Helped identify SMEs

CS Week Conference

• Learned what’s new in the 

market place

• Discussed options that may be 

best for the Division

Business Requirements

• Completed business and 

technical requirements

• Developed RFP to include 

statement of needs

• RFP sent to Legal for 

review

• RFP on the street

• Celebrated progress to 

date

• Vendor questions due 10/06

• Responses to questions due 10/13

• Final vendor responses due 10/27

• RFP compliance review 

(Procurement & Legal)

• Evaluation Committee, 

assesses vendor 

responses

Vendor Demonstrations

• Product demonstrations

• Client site visits (optional)

• Final scoring  by 

Evaluation Committee

• Select vendor

• Contract review (Legal)

R e q u e s t  f o r  P r o p o s a l  ( R F P ) *

• Award Contract (mid-Feb)

• Celebrate progress to date

V e n d o r  S e l e c t i o n
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CIS Project Status
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Request for Proposal (RFP) – Process Overview

• RFP on the streets (publicly posted to accept bids). Completed

• Vendors submit questions. Completed

• Responses to questions are sent to vendor. Completed

• Committee evaluates and selects vendors for presentations.          In progress

• Presentations are conducted.

• Vendor selection.

• Contract review (Legal)  Terms and conditions  Negotiations.

• Contract award.

8



Technology Enhancements
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Civic Ready: Go-Live projected for December 2023

 Account Lookup Tool: Go-live projected for January 2024
• Retarget implementation for January 2024 due to the Production code freeze at the 

end of December 2023

Account Lookup Tool

• Provide customers’ mobile solution to quickly access 

accounts numbers

• Enhance and increase the use of self-service options

Civic Ready

• Provide customer notifications/alerts for 

planned & unplanned utility work

• Mass notifications for outages

• Full opt in; customers will need to opt out



DPU CARES 
(Ongoing Outreach & Engagement)
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Liaison
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Rodney Munford

DPU Liaison

Rodney.Munford@rva.gov

804-219-7592

mailto:Rodney.Munford@rva.gov

