CITY OF

LONG

Memorandum

Date:  June 4, 2025

To: Thomas B. Modica, City Manager _x’,u///_
From:  Kevin Riper, Director of Financial Management
For: Mayor and Members of the City Council

Subject: Update on Resumption of Utility Services Late Fees and Collection Efforts

Many local residents and businesses were heavily impacted by the COVID-19 pandemic. To
aid residents and businesses during that difficult time, in March 2020 the City of Long Beach
(City) suspended late fees, collection efforts, and service disconnections for Utility services.
Substantial bill payment assistance, as outlined below, was provided to support families and
small businesses throughout the pandemic, and extensive outreach was conducted by the
Long Beach Utilities Department prior to the resumption of Utility service shutoffs beginning in
October 2022 for commercial accounts.

However, with the emergency ending on February 21, 2023, payment delinquencies carried by
the City on behalf of private account holders have become financially burdensome for the
Water, Gas and Refuse Funds. In alignment with other City operations, the Department of
Financial Management, Commercial Services Bureau (CSB), has developed a strategy to focus
on a return to standard business operations to prioritize revenue in close collaboration with the
Long Beach Utilities Department (LBU), Public Works (PW), and the Technology and
Innovation Department (TID) to resume charging late fees on unpaid delinquent balances in
June 2025. The timing is subject to change based on outreach progress.

Background
In previous memorandums issued on August 9, 2021, February 4, 2022, May 15, 2023, and

September 20, 2024, the Long Beach Utilities and Financial Management Departments
detailed relief programs:

e One-Time Programs

o LBU secured over $5.4 million in funding from State and Federal programs over
the past four years.

= Utility accounts were not subject to any adverse action (e.g. shutoffs)
during the application and disbursement of relief funding.

o The City Council and the Board of Public Utilities approved a $7.5 million relief
fund in February 2023 to distribute one-time credits of $45 to $200 for qualifying
Gas utility customers.

e Ongoing Programs
o Flexible Payment Plans


https://longbeach.gov/globalassets/city-manager/media-library/documents/memos-to-the-mayor-tabbed-file-list-folders/2021/august-9--2021---utility-pandemic-relief-program-and-payment-delinquency-moratorium-extension-to-january-31--2022
https://longbeach.gov/globalassets/city-manager/media-library/documents/memos-to-the-mayor-tabbed-file-list-folders/2022/february-4--2022---utility-pandemic-relief-program-and-payment-delinquency-moratorium-extended-to-no-earlier-than-june-30--2022
https://www.longbeach.gov/globalassets/city-manager/media-library/documents/memos-to-the-mayor-tabbed-file-list-folders/2023/may-15--2023---customer-outreach-prior-to-reinstatement-of-utility-shutoffs
https://longbeach.gov/globalassets/city-manager/media-library/documents/memos-to-the-mayor-tabbed-file-list-folders/2024/september-20--2024---resumption-of-utility-services-late-fees-and-collection-efforts
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o Level Payment Plan
o Low-Income Discount Programs
o Medical Heating Allowance Program
o Low-Income Home Energy Assistance Program (LIHEAP)

Delinquent Accounts Update

The following provides an update on delinquent commercial and residential accounts which

includes the resumption of shutoffs and arrearages on accounts with active service:

e Shutoffs on active commercial Water and Gas accounts resumed in October 2022.

e Shutoffs on active residential Water accounts resumed in August 2023.

e Shutoffs on active residential Gas accounts resumed in October 2024.

The table below indicates utility services arrearages as of April 30, 2025, for active commercial
and residential accounts with a delinquent balance over 60 days and includes debt from active

payment arrangements.

Utility Services Accounts Receivable - Active Service
Service| Account | A/R Amount |A/R Amount| A/R Amount | A/R Amount |A/R Amount

Type Type 61-90 Days |91-120 Days |121-180 Days | 181-365 Days | Over 1 Year Total
Commercial $24,983 $11,010 $1,610 $2,098 $157 $39,857
Gas | Residential $822,148| $446,841 $378,268 $389,428| $245,606| $2,282,292
Total $847,131| $457,851 $379,878 $391,526| $245,763| $2,322,149
Commercial $16,968 $12,405 $3,692 $1,477 $4,058 $38,600
Water | Residential $279,986| $142,586 $134,986 $94,779 $2,270 $654,606
Total $296,954| $154,991 $138,678 $96,256 $6,328| $693,206
Commercial $2,365 $482 $102 $72 $0 $3,022
Sewer | Residential $39,857 $19,988 $17,219 $10,595 $268 $87,927
Total $42,222 $20,470 $17,321 $10,667 $268 $90,949
Commercial $6,482 $1,469 $947 $868 $22 $9,787
Refuse| Residential $478,125| $283,566 $310,408 $388,954| $234,101| $1,695,154
Total $484,606| $285,035 $311,355 $389,822| $234,123| $1,704,941
Grand Total| $1,670,913] $918,347|  $847,232]  $888,271| $486,482] $4,811,245

Roadmap to Resumption of Late Fees

Given the extent of the LBU outreach prior to resumption of shutoffs and the subsequent
results, CSB is now prioritizing the resumption of late fees to address the remaining active
delinquencies.
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Prior to reinstatement of late fees and collection efforts, CSB will conduct citywide customer
outreach efforts to encourage bill payments and provide information about payment assistance.
Frequent and consistent messaging will be sent prior to reinstating late fees to encourage
customers to either pay overdue amounts or sign up for a payment plan to avoid utility late fees
and potential shutoffs. Residents who may be most impacted by the resumption of late fees
receive information on various programs and resources, which can help alleviate their financial
burden and keep their services active. This timing is far in advance of the cooler winter months,
when heating becomes necessary, and utility shutoffs become much more inconvenient for
customers.

Outreach efforts include:

e Utility bill messaging on printed and electronic bills
e Website messaging
e Recorded messaging for callers while on hold for Utility Call Center Representatives

e CallHub, providing customers with a recorded phone message to alert them of
outstanding balances and late fee resumption

e Live outreach (in-person and by phone) from CSB Customer Service Representatives
to customers about their outstanding balances to help bring their accounts current or on
a payment arrangement prior to late fee resumption

Roadmap to Resumption of Collection Efforts

Utility accounts, with no active service that have been notified via a closing bill statement, are
inactive or closed accounts deemed appropriate for collection efforts. CSB intends to focus on
accounts with the greatest likelihood for collections. Accounts with debt over two years in
arrears present the lowest potential for collectability (e.g., expired statute of limitations) and are
likely to be submitted for write-off as bad debt.

The table below indicates utility services arrearages as of April 30, 2025, for inactive
commercial and residential accounts with a delinquent balance over 120 days.

Utility Services Accounts Receivable - Inactive Service Closed Accounts
Service|Account Type| A/R Amount | A/R Amount | A/R Amount | A/R Amount | A/R Amount
Type 121-180 Days | 181-365 Days | 1to 2 Years | 2to 3 Years | Over 3 Years Total
Commercial $6,647 $40,281 $79,430 $87,140 $161,920| $375,417
Gas Residential $180,829 $505,074| $1,418,735| $1,484,953 $566,223| $4,155,814
Total $187,476 $545,355| $1,498,165| $1,572,093 $728,143| $4,531,231
Commercial $14,950 $39,596 $53,659 $21,774 $90,960| $220,939
Water | Residential $47,689 $169,950| $301,460 $56,022 $41,292| $616,413
Total $62,640 $209,545| $355,120 $77,795 $132,252| $837,352




Update on Resumption of Utility Services Late Fees and Collection Efforts

June 4, 2025
Page 4

Commercial $1,545 $21,247 $7,375 $2,850 $13,517|  $46,535
Sewer | Residential $7,476 $25,955 $45,686 $8,880 $5,565|  $93,562
Total $9,022 $47,202 $53,062 $11,730 $19,082| $140,097
Commercial $7,677 $20,315 $30,980 $41,131 $62,182| $162,286
Refuse| Residential $193,805 $666,560| $1,360,552| $894,030| $1,082,241|%$4,197,188
Total $201,482 $686,875| $1,391,532| $935,161| $1,144,423|%$4,359,474

Grand Total|  $460,619] $1,488,978| $3,297,878| $2,596,780] $2,023,900| $9,868,154

Collection efforts on inactive or closed accounts will be implemented using a phased approach,
which will allow the resumption of collections on newly closed accounts and delinquent debt,
while also conducting the extensive account cleanup necessary to identify uncollectible
receivables.

Phase |

Resumption of the printing and mailing of the Final Closing Bill Delinquent Notice, which
is sent 30 days after the Closing Bill, if the account remains unpaid

Review of delinquent accounts over 120 days to determine the likelihood of collectability
of delinquent debt.

Delinquent debt older than 3 (three) years is uncollectible based on Fair Debt Collection
Practices and is subject to write off as part of AR 21-2 and Long Beach Municipal Code
(LMBC) 3.48.020A and 3.48.020B.

Address account-specific tasks assigned to CSB in the Utility Billing System, including
but not limited to transfer of delinquent debt to active accounts with the same customer,
as applicable.

Resumption of the 11% Collections Charge (minimum of $11 and a maximum of $500)
for closed utility accounts with no active service. The collections charge will also be
applied toward unpaid one-time billable charges including damage claims involving a
utility service, such as water usage from a damaged fire hydrant.

Phase I

Resumption of internal collections review, including Small Claims Court action, State
Franchise Tax Board Interagency Intercept Collections Program, and account referral to
the City Attorney’s Office as applicable.

Testing and resumption of the external collections process including account referral to
the external collection agency.
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Next Steps

Based on the discussion above, the Financial Management Department is currently targeting
reinstatement of late fees in June 2025. This timing is subject to change based on outreach
progress. If you have any questions, please contact Tahsha Hackett, Commercial Services
Bureau Manager, at (562) 570-5279 or Tahsha.Hackett@longbeach.gov.

cC: DAWN McINTOSH, CITY ATTORNEY
DoucLAs P. HAUBERT, CITY PROSECUTOR
LAURA L. Doup, CiTY AUDITOR
APRIL WALKER, ASSISTANT CITY MANAGER
TERESA CHANDLER, DEPUTY CITY MANAGER
MEREDITH REYNOLDS, DEPUTY CITY MANAGER
GRACE YOON, DEPUTY CITY MANAGER
TYLER BONANNO-CURLEY, DEPUTY CITY MANAGER
KEVIN LEE, CHIEF PuBLIC AFFAIRS OFFICER
MONIQUE DE LA GARzA, CITY CLERK
DEPARTMENT HEADS


mailto:Tahsha.Hackett@longbeach.gov

