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AGENDA
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• RECEIVABLES FAR EXCEED NORMS

• RECEIVABLES ACTIONS

• COLLECTION ACTIVITIES

• KEY FINANCIAL METRICS

We will provide an update on our collections activities & key 
financial metrics through October 2022 & seek your approval 
of a resolution supporting our plan to mitigate customer debt.  

The regular Monthly Performance Update will be available 
later this month. 
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In response to requests from the community & with 
your support, we paused disconnections & began 

waiving late fees in March 2020.

RECEIVABLES FAR EXCEED NORMS

$0M

$50M

$100M

$150M

$200M

$250M

$300M

$350M

$400M

$450M

$500M

$
 i
n
 R

e
c
e
iv

a
b
le

s

Accounts Receivable Trend by Age of Debt

Current<=30

31 to 60 days

61 to 90 days

91 to 180 days

181 to 270 days

271+ days

Past Due Oct-22
$207.6M

Past Due Mar-20 
$35.9M

Past Due Jan-19 
$30.9M
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RECEIVABLES ACTIONS

We have implemented our communicated collections actions to 
address accounts receivables. As part of our efforts, we have $77M 

in installment plans, with an average length of 26 months.

CollectionsARPA, REAP & Agencies
✓ $19.9M for ~19K accounts
✓ $2.7M donated
✓ $55M connected with assistance

Affordability Discount Program
✓ 65K accounts enrolled

Special Billing Programs
✓ >58K enrolled in Senior Citizen
✓ ~3K enrolled in Critical Care

Flexible Payment Options Plans
✓ ~67K enrolled in installment plans
✓ >18K enrolled in due date extensions
✓ >35K enrolled in Budget Payment Plans

✓ >915K collection calls
✓ ~$8M in late fees charges
✓ >940K written & email notices    

(including disconnection letters)
✓ 12K disconnections completed

Communications & Support

✓ >1,500 community engagements
✓ >950 community events
✓ 47K community members connected with
✓ >230 customer visits (residential)
✓ ~600 managed cases (residential)
✓ >174 customer visits (commercial)
✓ ~600 managed cases (commercial)



COLLECTION ACTIVITIES

We have >25 tactics dedicated to our efforts to get accounts back 
on track & support our financial stability. 

LEVERAGING CONSULTANTS
24. Assessment of practices by a utility consulting firm
25. Sponsoring utility-based forum with First Quartile to 
discuss macro view & ways to improve collections
26. Scoring & modeling of past-due accounts to target 
activities
27. Leveraging third-party call center for additional 
collection efforts 

INCREASING COLLECTIONS & DISCONNECTIONS
8.   Increased disconnections to up to 600 per day
9.   Targeted in-person outreach by council district
10. Reduced days of no disconnects around 
holidays
11. Increased investigation for theft of service
12. Identified vacant properties to disconnect
13. Escalated timing where possible to write-off 
accounts 

HIRING
14. Increased hiring for all customer facing teams
15. Increased starting pay for Energy Advisors
16. Extended retention program for Customer 
Service

IMPROVING SELF-SERVICE CAPABILITIES
17. Improving self-service capabilities 
18. Building a dedicated “collections” line
19. Building a dedicated line for Commercial & 
SMB 

EXPANDING COMMUNICATIONS STRATEGY
20. Outreach & interviews with media
21. Updates on CPS Energy website, social media, employee 
communications
22. Targeted bill messaging, customer letters, customer 
service IVR messages, signage at walk-in centers, 
billboards, & stakeholder communications
23. Focused advertising campaign that includes radio public 
service announcements, & signage at VIA bus shelters & 
buses

RETURN TO PRE-PANDEMIC COLLECTION 
ACTIVITIES
1.   Past-due alert to phone, text, or e-mail 
2.   Courtesy reminder call 
3.   Mailed collection notification 
4.   Additional past-due call
5.   Send a delinquency notification
6.   Mail final disconnection notification 
7.   Disconnect accounts
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KEY FINANCIAL METRICS
REVISED FORECAST VS. BUDGET

We are aware of the risks associated with our 
current financial position. We expect to end the year with all 

metrics at acceptable levels. Our conversations with the Credit Ratings 
Agencies are transparent & ongoing.

Year to 
Date

Full Year
Forecast 

Full Year
Budget

Threshold
Levels

Debt Service Coverage Ratio 2.28 1.85 1.79 1.50

Debt Capitalization Ratio 60.76% 61.66% 61.66% <60%

Days Cash On Hand 138 160 170 150

6Note: Year to date through October 31.



Thank You






