Santa Ana Heights Transition to IRWD Allocation-Based Rates

Implementation Steps

2002
Aerial photography of Santa Ana Heights (SAH)

Comparison and evaluation of results from aerial photography to in-field measurements of landscape area.  Accuracy not sufficient for billing purposes.
2003 – 2004
Development and evaluation of landscape area to total lot size ratio methodology for single-family residential customers.
April 2004
Methodology for SAH residential landscape allocations presented to Water Resources and Policy (WRP) Committee for approval.

Public Affairs presented Communications Plan for SAH transition to WRP.

Formation of inter-departmental team to manage the conversion (Finance, Customer Service, Public Affairs, IS and Conservation)
Apr – Aug 2004
Staff obtained total lot size information for SAH from county assessor and real estate data, and applied landscape area ratios to develop irrigated area for each single family account.

Aug 2004
Public Affairs designed series of mailers to inform SAH customers about the transition to tiered rate structure.
Sept 2004
First mailing to SAH customers regarding the transition to tiered rates.  Separate mailers for residential, CII and landscape customers. 


Request for irrigated acreage mailed out to all dedicated landscape customers.
Sept – Oct 2004
Conservation staff conducted in-field measurements of any dedicated landscape sites that did not respond to request for acreage measurements (117 sites).

Customer service conducted in-field verifications of the number of multi-family units for all multi-family accounts (320)

Base allocations for CII customers developed by finance, based on previous 3-year historical usage.  Base allocations reviewed by conservation staff.
Oct 2004
Second mailing to SAH customers (residential, CII and landscape) regarding transition.

Residential irrigated area provided to IS for uploading as landscape variance for single family customers (1440 SAH residential customers received landscape variance from a total of 1781 customers).


Dedicated landscape meter landscape area provided to IS for uploading (136 sites).

IS and Finance ran test billing

Oct  - Nov 2004
Letters mailed to all potential high bill customers (186) requesting that they contact IRWD for assistance.  Breakdown by water user type for high bill customers as follows:

	Water User Type
	Description
	# of Accounts

	10
	Single Family
	44

	16
	Condo/Resid
	21

	20
	Commercial
	33

	81
	Apartments
	8

	83
	Multi-Fam/Condo
	10

	60
	Landscape Irrigation
	70



Conservation staff made at least 3 attempts to contact all high bill customers to resolve any problems in advance of tiered rate billing, and conducted on-site visits as requested by customers.

Customer service and conservation worked to develop variances for multi-family accounts.


Tiered rates not applied while accounts were contacted and reviewed by customer service and conservation. SAH customers – one month of flat rate billing at conservation base rate.

Nov 2004
Tiered rate billing implemented.
