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Vulnherable Customers Plan

Il CWW MISSION...Guarantee affordable and safe water for today and tomorrow, '

IDENTIFICATION : * SUPPORT ' . EDUCATION

...15% of households are experiencing ...58% of customers don’t know what ...effective communication is difficult due
financial difficulty with their water bill support is available to illiteracy or language barriers

* To know our customers better ie. * To ensure support is known, easily e To continue to educate customers on

i ASPIRATION...Water should not cause financial stress ‘
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K I . t . t .
Partner Stakeholder

Continue events participation and community
awareness

Continue programs to schools and new
migrants and extend existing education
Education Programs programs run by external service providers, Existing Budget NA Existing
to vulnerable customers outside of our

normal scope

Community Involvement Existing Budget Existing

Review our current approach, programs and

Program Review/Consultin
g / i plans etc.

Existing Budget + New Funding Kildonan Extend Existing

Use available data to better understand our CWW

Data Analysis/Reporting (U — Existing Budget + New Funding Working Group

Extend Existing

Develop targeted promotions to increase

Awareness Programs .
awareness of programs available

Existing Budget + New Funding NA Extend Existing

Invest in a dedicated financial counselor to

Dedicated Financial Councillor refer CWW customers to for immediate New Funding Good Shepherd / Kildonan New
assistance
Develop proactive identification and calling

Proactive Programs programs to high bill customers (within New Funding CWW / Kildonan New
criteria)

Develop targeted hardship and early Googoizeczgirsdp/a :i'rl]de?nan

Training identification training for the contact centre, New Funding New

collections and metering partners DAIAEES IS
gp Working Group

Identify inefficient consumption and retro-fit
Water Efficiency Program targeted households with water efficient New Funding NA New
appliance ie. replace faulty washers etc.




