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LADWP Customer Bill of Rights

January 3, 2017

Pending approval by Board of Water and Power Commissioners.

Water and power are essential to life and our economy. LADWP is committed to providing
our customers with the highest quality water and power, with prompt, consistent and
easily accessible customer service. We will approach our business practices in a
collaborative way with the interest and needs of our customers in mind. We will
proactively seek the best outcomes for our customers. We will provide our services in a
safe, reliable and cost-effective manner that is sustainable and environmentally
responsible.

Our Service Commitment to Our Customers

1 Quick, Clear and Consistent Customer Service

Our Service Philosophy

Customers should be treated with courtesy, honesty, empathy and respect.
Customers should find it easy to access services and information, including billing
and usage data.

Every question deserves an answer, and inquiries should be responded to
promptly and followed up to completion.

Customers should be informed of progress and receive updates about the status
of requests.

Service hours and locations should be convenient to customers.

Customers should receive clear, accurate and consistent information.

Customer interactions should be simple and streamlined, and continuously




improved.
Automated service options should be continuously expanded for customer
convenience.

Our Service Level Commitments

Call wait times shall not exceed three minutes on average.

LADWP will respond to account related questions received via email within 24
hours or next business day of receipt.

LADWP will send 95% of bills, on average, within three business days of meter
read.

Bills that exceed three times the average historic use for the same billing period
will automatically be reviewed. If a customer receives a bill that is three times
their average historic billing period use due to an inaccurate meter reading, they
will receive a $25 bill credit and the bill will be corrected.

Customers who do not provide access to their meter for an actual meter read will
be informed at least twice and at least 10 days before service is disconnected.
LADWP will replace defective meters within 90 days of it first being reported or
discovered by LADWP.

Requests to start a new residential account will be processed within one business
day (or on the day requested by the account holder) or the connection fee will be
waived.

Customers who sign up for paperless billing for the first time will receive a one-
time $10 credit and an additional one-time $15 credit if they also sign up for auto
pay at that time, through December 31, 2018.

New business service connections of 200 amps or less shall be completed within
10 business days after approved final inspection is received by LADWP or
customer will receive a one-time $25 credit.

Solar interconnections for residential projects 10 KW or less shall be within 10
business days after approved final inspection is received by LADWP or the
customer will receive a one-time $25 credit.

2 Reliable, Safe and Sustainable Power

Our Service Philosophy

Customers should receive reliable power, meeting or exceeding the reliability of
comparable utilities.

Ratepayer money will support substantial investments to operate and maintain,
upgrade or replace power infrastructure to ensure continued reliability, cost
effectiveness and environmental performance.

Our Service Level Commitments

On average, customers will experience no more than one unplanned outage
annually, lasting less than two hours, as reported through standardized industry
metrics for frequency and duration.

LADWP will provide notification of power outages and expected service
restoration on our mobile enabled website, on average, within 60 minutes of
LADWP becoming aware of the outage and diagnosing the cause.




3 Reliable and High Quality Water

Our Service Philosophy

e Customers should receive safe and reliable water that meets or exceeds mandated
water quality levels.

e Ratepayer money will support substantial investments to operate and maintain,
upgrade or replace aging water infrastructure to ensure continued reliability, cost
effectiveness, and environmental performance.

Our Service Level Commitments

e On average, 98% of water customers will experience no service interruptions
annually.

e« LADWP will provide notice of water outages with an explanation and information
on expected service restoration in person or on our mobile enabled website, on
average, within 60 minutes of LADWP becoming aware of the outage and
diagnosing the cause.

e Water system leaks will be investigated and assessed within four hours of LADWP
becoming aware of a potential pipe break, and will be prioritized for repair based
on severity.

e Respond to water quality customer complaints before the end of the next business
day.

e Water quality information will be publicly available online.

4 Collaborative Operations and Programs

Our Service Philosophy

e Rebate and incentive programs should be tailored for all of our customers,
including renters, property owners and small and large businesses irrespective of
economic, social or cultural differences.

e Rebate and incentive programs should be developed to primarily assist in
lowering customer power and water bills and reducing environmental impacts.

e LADWP will collaborate with its customers to ensure services are designed and
managed to meet customer needs.

e LADWP will make every effort to provide the maximum amount of cost-effective
investment in energy efficiency and water conservation programs available to
benefit customers.

Our Service Level Commitments

e Rebates and incentive programs will be easy to access and completed applications
reviewed within 30 days.

e« LADWP is committed to budgeting and issuing rebates that encourage customers
to help us meet long term 15% energy efficiency and 25% water conservation
goals.

The service levels established herein are subject to the express reauthorization by the
Board of Water and Power Commissioners every twenty-four months. All service level
commitments are effective starting February 1, 2017. Customers must request to receive
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waivers and credits. Service levels apply to services during non-emergency operations and
normal operating conditions. These service levels supersede any previously established
service levels on the subjects addressed in the Customer Bill of Rights. All services are
subject to customer compliance with all of the appropriate rules for service, permits,
regulations, ordinances or other applicable terms and conditions for the particular

service. This Customer Bill of Rights is not intended to, does not, and should not be implied
to create any legal rights or remedies beyond those set forth in the Rules Governing Water
and Electric Service, which are the legally binding rules between LADWP and its customers.
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BOARD LETTER APPROVAL

N \M/W

_ MARTIN L. ADAMS DAVID H. WRIGHT
Chief Operating Officer General Manager
DATE: " December 29, 2016
SUBJECT: " LADWP Customer Bill of Rights
SUMMARY

Board approval is requested of the Los Angeles Department of Water and Power
Customer Bill of Rights, which sets forth the Department’s service philosophy and
provides clear and concise service level goals for LADWP’s core business functions
including: 1) Customer Service; 2) Reliable, Safe & Sustainable Power: 3) Reliabie and
High Quality Water; and, 4) Collaborative Operations and Programs.

The Customer Bill of Rights sets forth the Department’s continuing commitment to
providing the highest quality customer experience to every customer and identifies
clear, measureable performance expectations. It builds upon the commitment made by
the General Manager to improve our customers’ experience and the positive momentum
and progress already underway to improve every customer interaction with the
Department.

City Council approval is not required.

RECOMMENDATION

It is recommended that the Board of Water and Power Commissioners adopt the
attached Resolution adopting the LADWP Customer Bill of Rights, setting forth the
Department’'s commitment to its customers, service philosophy and service level goals
for customer service, power, water, operations and programs. '

FINANCIAL INFORMATION

The current 5-year budget and rates plan includes funding to invest in replacing aging
infrastructure and increasing customer service level staffing, which will help ensure
service level goals set forth in the Customer Bill of Rights are met.



BACKGROUND

In order to continue efforts to improve our customer’s experience, the Customer Bill of
Rights was developed in consultation with the Mayor’s Office to set forth clear, concise
and measurable performance standards. The Customer Bill of Rights stems from the
recently adopted Strategic Plan and communicates our values through a stated
philosophy underlying core department services and activities. However, the Bill of
Rights goes further by setting for service level goals so that all customers know the high
level of service they should expect in every interaction with LADWP and likewise, so
that all employees know the service they are expected to provide.

The Customer Bill of Rights supersedes prior service level statements and will be
prominently featured in our service centers, online through a dedicated webpage and
communicated broadly both to the public we serve and to employees.

CITY ATTORNEY

The Office of the City Attorney reviewed and approved the Customer Bill of Rights and
attached Resolution as to form and legality.

ATTACHMENT

¢ Resolution
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RESOLUTION NO.

WHEREAS, the Los Angeles Department of Water and Power (“LADWP") provides
customers and the communities we serve safe, reliable and cost-effective water and
power in a customer-focused and environmentally responsible manner.

WHEREAS, LADWP is committed to business practices that maintain the interests and
needs of customers, ensuring they are treated courteously, and provided access to
convenient and easy service, and clear, accurate information.

WHEREAS, LADWP continues to provide our customers reliable power service, with
industry reliability ratings in the top quartile nationwide.

WHEREAS, LADWP serves our customers safe, reliable and high quality drinking
water. '

WHEREAS, to empower our customers to manage their costs, save on their utility bill,
and help the environment, LADWP offers many rebate and incentive programs to all
customer sectors.

WHEREAS, LADWP is committed to providing the highést quality customer service
experience to every customer by identifying clear, measurable performance
expectations. ‘

WHEREAS, to memorialize its commitment to customer service, LADWP has
established the Customer Bill of Rights which builds upon the commitment made by the
General Manager to improve the customer’s experience and which was developed in
consulitation with the Mayor’s Office to continue the positive momentum and progress
already underway to improve every customer interaction with the Department.

WHEREAS, this Customer Bill of Rights provides clear and concise service level goals
for LADWP's core business functions including: 1) Customer Service; 2) Reliable, Safe
and Sustainable Power; 3) Reliable and High Quality Water; and, 4) Collaborative
Operations and Programs.

WHEREAS the current five-year budget and rates plan already includes funding to
invest in increasing customer service level staffing to help ensure service level goals set
forth in the Customer Bill of Rights are met.

NOW, THEREFORE, BE IT RESOLVED that the Board of Water and Power
Commissioners hereby adopts the Customer Bill of Rights on file with the Board
Secretary, and further hereby authorizes the General Manager and his designees to
implement the Customer Bill of Rights.



| HEREBY CERTIFY that the foregoing is a full, true, and correct copy of a Resolution
adopted by the Board of Water and Power Commissioners of the City of Los Angeles at
its meeting held '

o Secretary
APPROVED AS 1) FORM AND LEGALITY
MICHAEL N, FEUER. CITY ATTORNEY
T

e,

BY o AN
RICKARDTCH
ASSISTANT GENERAL COUSEL






2. Reliable, Safe and Sustajnable Power
Our Service Philosophy
¢ Customers should receive reliable power, meetmg or exceeding the reilablllty of comparable utilities.
* Ratepayer money will support substantial investments to operate and maintain, upgrade or replace power
infrastructure to ensure continued reliability, cost effectiveness and environmental performance
Our Service Level Commitments .
*® On average, customers will experience no more than one unplanned outage annually, lasting less than
two hours, as reported through standardized industry metrics for frequency and duration.
" . LADWP will provide notification of power outages and expected sérvice restoration on our mobile enabled

website, on average within 80 minutes of LADWP becomlng aware of the outage and d:agnosmg the
_cause.

3. Reliable and High Quality Water
Our Service Philosophy
» Customers should réceive safe and reliable water that meets or exceeds mandated water quality [evels.
« Ratepayer money will support substantial investments to operate and maintain, upgrade or replace aging

water Infrastructure to ensure contlnued rehablllty, cost effectiveness, and enwronmental performance.
Our Service Level Commitments \

* Onaverage, 98% of water customers will experience no service interruptions annually. .J
» LADWP will provide notice of water outages with an explanation and information on expected service
restoration in person or on our mobile enabled website, on average, within 60 minutes of LADWP
becoming. aware of the outage and diagnosing the cause.
+ - Water system leaks will be investigated and assessed within four hours of LADWP becomlng aware of a
, potential pipe break, and will be prioritized for repair based on severity.
» Respond to water quality customer complaints before the end of the next busmess day.
_e  Water quahty information will be publicly availabte orline,

4. Collaborative Operations and Programs
Our Service Philosophy :
e Rebate and incentive programs should be ta|lored for all of our customers including renters property
owners and small and large businesses !rrespectlve of economic, social or cultural differences.
+ . Rebate and incentive programs should be developed to primarily assist in lowenng customer power and
- water bills and reducing environmental impacts.

e LADWP will coltaborate with its customers to ensure serwces are desxgned and managed to meet
customer needs.

¢ LADWP will make every effort to provide the maximum amount of cost-effective investment in energy
efficiency and water conservation programs available to benef‘ t customers.

Our Service Level Commitments

« Rebates and incentive programs will be easy to access and completed applications reviewed within 30
days. '

* LADWP is committed to budgeting and issuing rebates that encourage customers to help us meet long
term 15% energy efficiency and 25% water conservation goals.

The service levels established herein are subject to the express reauthorization by the Board of Water and Power
Commissioners every twenty-four months. All service level commitments are effective starting February 1, 2017. Customers
must request o receive waivers and credits. Service levels apply to services dunng non-emergency operations and normal
operatlng conditions. These service levels supersede any previously established service levels on the subjects addressed in the
Customer Bill of Rights. All services are subject to customer compliance with all 6f the appropriate rules for service, permits,
regulations, ordinances or other applicable terms and conditions for the particular service. This Customer Bill of Rights is not
intended to, does not, and should not be implied to create any legal rights or remedies beyond those set forth in the Rules
Governing Water and Electric Service, which are the legally binding rules between LADWP and its customers.

For Board Consideration; January 3, 2017




