RIVERSIDE RESIDENTIAL CSR MESSAGES
1. Water Budget Rates are FAIR
· Every customer would receive an individualized water budget designed to meet their specific indoor and outdoor water needs, based on the number of people in their home, amount of landscaping and local weather data.  Water budgets would adjust month to month with the weather.

· Most residential customers’ water use is expected to remain within their water budget.

· Customers who stay within their water budget would see LOWER water bills as a result, on average between $9 and $15 per year.  

· The only customers who may see an increase in their water bills are those whose use exceeds their water budget, and the District would work closely with these customers to help reduce their water use and lower their water costs.  
· No matter the size of your household or yard, you should be able to get the water you need and pay the lowest available price.  
· Customers who use water efficiently would no longer subsidize customers who use water inefficiently.  
· The intent is to encourage efficient use and reduce water waste.  

2. Water Budget Rates are FLEXIBLE
· We’re committed to making sure everyone has a customized water budget that provides the water necessary to meet their efficient needs. 

· The system we are considering includes simple steps to adjust the water budget established for your home, should you have a legitimate need for more water.  
· Western would begin working with customers in July on any necessary adjustments should the Board approve Water Budget Rates.    
3. Water Budget Rates AREN’T FINAL
· The Water Budget Rates proposal is currently just that – a proposal – and the Board wants you to have the information you need to understand and consider the proposal … and it wants to hear your comments before any decision is made.  
· The Board will consider the proposal at a public hearing on July 13 at 6:30 p.m. at Western’s headquarters, 14205 Meridian Parkway, in Riverside. 
· If approved, Water Budget Rates would be applied for water used beginning in October.

· If you’d like to learn more, please consider attending one of our community workshops.
RIVERSIDE RESIDENTIAL FREQUENTLY ASKED QUESTIONS

WATER COSTS

Would my bill increase if the proposed rate structure is approved?
· Most customers’ water use is expected to remain within their water budget and they would see a decrease in their water costs as a result of the proposed rate structure, on average between $9 and $15 per year, based on the size of their yard and number of people in their household. 

· The only customers who may see increased water bills are those whose use exceeds their water budgets. The District would work closely with those customers to help them reduce their water use and lower their water costs. 
Why are the proposed rates for tiers three, four and five so much higher than the others?
· Tiers three, four and five are priced higher because the cost of supplying water at these inefficient and unsustainable levels is significantly higher. 
· Only customers whose water use exceeds their water budget would be charged the higher tiered rates.
· Our goal is to help all customers achieve efficient water use and remain within their water budgets. 

· Under the proposed rate structure, every customer would receive a customized water budget sufficient to meet their needs, which means that no matter the size of your household or yard, you should be able to remain within your water budget (Tiers 1 and 2) and pay the lowest available price. 
· Western hopes that the small number of customers who are wasting water sees the higher pricing, understands the wastefulness of this practice and contacts the District to improve their efficiency. The District would work closely with these customers to help them reduce their water use and lower their water costs.
How would Western use the revenues generated from customers who exceed their water budget?
· Revenues generated from customers using water in excess of their water budget would be used to develop programs to help all customers become more water-efficient and to acquire water necessary to meet this excessive demand.
· These efficiency program funds would not be used for employee compensation or benefits. 
· The purpose of Water Budget Rates is to help all customers achieve efficient water use – NOT to generate additional revenue. 
WATER USE

How can I be certain the factors Western used to calculate my water budget are correct?
· Western has taken numerous steps to make sure your water budget is accurate, but we need your help to make sure we got it exactly right. 

· If Western’s Board of Directors approves the new structure, the District would work with customers to make any necessary adjustments to water budgets for those whose situations differ from our assumptions. 

· We’re committed to making sure everyone has a customized water budget that provides the water necessary to meet their efficient indoor and outdoor water needs.
How would the adjustment process work?
· The process to adjust your water budget would be very simple. All you’d have to do is call the District or visit our website to provide some basic information, and we’d do the rest.
· Western would begin working with customers in July on any necessary adjustments should the Board approve Water Budget Rates.    

Would I receive the same water budget as my neighbors?
· No.  Every residential customer would receive an individualized water budget based upon the number of residents in their home and amount of irrigated landscaping. 

Can you tell me what my water budget would be?

· Residential water budgets would be based on 60 gallons per person per day, and also on your amount of landscaping and local weather data, which will ensure you receive the water you need.  

· Also know that, upon approval of the rate structure, our website would have an interactive water budget calculator for you to see what your water budget would be each month. 
· [If pressed for an exact budget] I can take your name and number and someone will get back to you shortly with that calculation.  

How do swimming pools fit into the water budget?
· Pools lose about as much water to evaporation as a lawn of the same size uses, so pools are accounted for as irrigated landscape in a customer’s water budget.

· Completely filling or refilling a pool for maintenance purposes may push your use above your water budget and result in higher charges. Customers would be able to request an adjustment to their water budget if this occurs.

If I have temporary guests in my home, can I request an adjustment?
· It is highly unlikely short-term guests would cause you to go over your budget.

· Our proposed indoor water budget of 60 gallons per person per day is more than a typical individual needs.

What if I have horses or other pets?
· The proposed adjustment policy would account for horses by providing 30 gallons per animal per day, which is based on veterinary studies. 
· Large dogs typically do not consume enough water to necessitate an increased water budget, as studies have found dogs of all sizes and activity levels typically drink less than one gallon of water per day.
Would I be penalized with a smaller water budget because I’ve been efficient in the past?
· No.  Water budgets would be based on an efficient level of water use given your specific situation (number of residents, amount of landscaping, etc.), and would not take into consideration your prior use. 
· We are not asking our already water-efficient customers to further cut their water use. 
· Efficiency measures that are already part of your lifestyle would help you stay within your water budget, resulting in lower water bills.
How would the proposed rate structure affect customers with large lots?
· Every customer would receive an individualized water budget to meet their specific needs.

· No matter the size of your yard you should be able to remain within your water budget with common efficiency measures, and receive the water you need at the lowest available price.

4 Steps to All Calls


Ask for their name


Ask for their address (to determine which retail zone they live in)


Determine if they are a residential or commercial customer


Begin answering their questions with this message:  


“I have an answer to your question, but first let me tell you that Water Budget Rates would lead to lower water bills for most customers…”








