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Introduction 
Thank you! 

• Employee giving 

• Corporate Contribution (Utility 
Assistance)

• Hardship Program 

Tonight’s Focus: Update on Utility 
Assistance, Hardship Assistance 
Program, and United Way in Wyandotte 
County



Financial Instability in Wyandotte 
County

Wyandotte County has a 
high concentration of 
households living in 
poverty and households 
above the poverty level 
but still financially 
struggling 

16.8% of people in 
Wyandotte County live 
at or below the poverty 
level

Highest percentage of 
any county in the Metro

27,937 people

The United Ways of 
Kansas joined other 
United Ways across the 
country in looking at 
households that are 
Asset Limited Income 
Constrained Employed 
(ALICE) which are 
households that earn 
more than the Federal 
Poverty Level, but less 
than the basic cost of 
living for the county

34%, or 21,000, of 
Wyandotte County 
Households are ALICE. 
Combining households 
in poverty and ALICE 
households, the number 
is over 31,000 which is 
about half of all 
households in 
Wyandotte County



• 2024 BPU Funding 

• Designated Amounts:
• Utility Assistance: $105,000
• Hardship Assistance: $120,000

• Additional Support:
• $400,000

• Total Support: $625,000

Combined BPU Funding 



• Historically, BPU has provided: 
• Utility Assistance: $105,000
• Hardship Assistance: $120,000

• Additional Support in 2023 and 2024 has been needed!

• United Way support for Utility Assistance
• Provided $12,179.91 to BPU as part of Federal Government Shutdown Relief (2019)
• CARES Act Funding for Utility Assistance $297,836.14
• ARPA Funding for Utility Assistance $570,642.60

BPU and United Way Funding



• Breakdown for Utility Assistance

• Designated amount plus portion of Additional Support
• $105,000 + $315,000 = $420,000

• Funding to agencies: $378,000
• United Way Administration (10%): $42,000

• Total = $420,000

Utility Assistance Program



• Funded via Corporate Contribution from BPU board set to match employee United Way campaign 
up to $105,000

• Program included an additional $273,000 in funding for 2024, total of $378,000

• Allowable Expenditures: all BPU services 

• No deposits, connections or reconnection fees

• Participant must be 150% of federal poverty level (past 30 days) and a Wyandotte County resident

• Assistance cannot exceed $500

• Client is eligible for assistance once every 12 months 

• All assistance is tracked in MAACLink

Utility Assistance Program 



• United Way administers the program and supports 8 partner agencies:

Utility Assistance Program 

Agency 2023 Funding 2024 Funding 
Avenue of Life 43,843$             51,364$             
Catholic Charities of Northeast Kansas 57,332$             66,664$             
Cross-Lines Community Outreach 43,843$             51,364$             
Economic Opportunity Foundation 43,843$             51,364$             
El Centro, Inc. 43,843$             51,364$             
Metro Lutheran Ministries 43,843$             51,364$             
Salvation Army Harbor Light Village 40,470$             47,540$             
Vaughn Trent Community Services 20,233$             11,476$             
Total 337,250$          382,500$          



• Program Results:

• The program has provided more than $1.8 million dollars in assistance to Wyandotte County 

Residents from 2009-2023

• 10,371 assistance payments

• Since 2020, average amount of assistance is $303.70

• 2023 Calendar Year Program Results:

• Total Number of Households Served: 829

• Amount expended in calendar year 2023: $311,866.97

Utility Assistance Program



• Breakdown for Hardship Assistance Program

• Designated amount plus portion of Additional Support
• $120,000 + $85,000 = $205,000

• Funding for bilingual, part-time case manager: $30,000
• United Way Administration (10%): $20,500
• Assistance for Community Members: $154,500

• Total = $205,000

Hardship Assistance Program 



• 2024 Program Overview:

• $154,500 is held by BPU to pay commitments on customer accounts

• United Way divides money into monthly allocations based on levels of demand from 

previous years

• $5,000 held for customers with excellent payment history 

• United Way operates the program including a part-time, bilingual, program manager

• Fills essential role in emergency assistance for the community because it is not income-

based

Hardship Assistance Program 



• Participant Eligibility Requirements:

• Applicant has received six months of continuous BPU service

• Applicant has experienced one of the following qualifying hardships: Health Emergency, 

Change in Employment or Income Status, Change in Family Composition or Marital Status, 

Unforeseen Documented Expenses

• Must be able to provide documentation regarding qualifying hardships 

Hardship Assistance Program 



• Allowable Expenditures: BPU water and light utility services

• No deposits, connections, or reconnection fees

• Customer must provide paperwork demonstrating hardship along with copy of BPU bill and photo 

ID

• Assistance cannot exceed $500 

• Customer is eligible for assistance once every 12 months

• All assistance is tracked using MAACLink

Hardship Assistance Program 



• Program Results:

• The program has provided $851,352.50 in assistance 2,765 assistance payments from 2013 

through 2023

• Average payment is $324.71 and roughly 275 households are served per year 

• 2023 Program Results

• Total Number of Households Served: 312

• Total Amount Expended: $94,633.80

Hardship Assistance Program 



• Total Funding in 2024:

• $625,000

• Program Costs:

• Assistance: $532,500

• Case Manager: $30,000

• United Way Administration: $62,500

Combined BPU Funding 



• 211 Call Center has seen increased demand and request for utility assistance is the top request 

• 5,878 calls for help in 2023, 7,419 total requests for assistance 

• FY24 Investment in Wyandotte County is significant, including innovative new programs
• Family Empowerment Initiative 
• Debit Cards
• School Assistance Program
• Delta Dental 

• Over $3.7 million invest in programs and services for Wyandotte County residents

• Thank you for the continued support from BPU!

United Way Support for 
Wyandotte County



DISCUSSION | Q&A



2024 KCBPU Customer 
Satisfaction Survey

PRESENTED BY        



For more than 35 years, our mission has 
been to help municipal governments 

gather and use survey data to enhance 
organizational performance.

ETC Institute is a National Leader 
in Market Research for Local 
Governmental Organizations



Purpose

To objectively assess customer 
satisfaction with the delivery of 
KCBPU services

To compare performance to other 
providers both regionally and 
nationally

To set a new benchmark for 
performance that will provide 
valid comparisons moving forward



Customer 
Survey 
Methodology

Survey Description
• Three-page survey

Method of Administration
• By mail and online to random sample of households 

who receive KCBPU services
• By mail and online to ALL commercial customers who 

receive KCBPU services

Sample Size
• Residential Customers: 603 
• Commercial Customers: 81

Margin of Error
• +/-3.75% at the 95% level of confidence



Bottom Line Up Front
Satisfaction with the delivery of services by KCBPU is very high
◦ Residential Customers: 
◦ 81% of residential customers are satisfied with the overall quality of water services
◦ 79% of residential customers are satisfied with the overall quality of electric services

◦ Commercial Customers: 
◦ 74% of commercial customers are satisfied with the overall quality of water services
◦ 75% of commercial customers are satisfied with the overall quality of electric services

◦ KCBPU compares favorably to national and regional averages
◦ U.S. Average: 72% are satisfied with water and 81% are satisfied with electric services
◦ KC Metro Average: 73% are satisfied with water and 77% are satisfied with electric 

services



Bottom Line Up Front
Overall satisfaction with the RATES compares favorably
◦ Residential Customers: 
◦ 37% of residential customers are satisfied with the amount charged for water services
◦ 31% of residential customers are satisfied with the amount charged for electric services

◦ Commercial Customers: 
◦ 35% of commercial customers are satisfied with the overall quality of water services
◦ 32% of commercial customers are satisfied with the overall quality of electric services

◦ U.S. Average: 31% are satisfied with water service charges and 28% are 
satisfied with electric service charges

◦ KC Metro Average: 40% are satisfied with water service charges and 35% 
are satisfied with electric service charges



Interactions 
with KCBPU Staff
INTERACTIONS ARE POSITIVE



Most of the contacts for both residential and commercial customers were related to billing concerns or electric services

Interactions with KCBPU Staff
RESIDENTIAL CUSTOMERS

48% of residential customers have had an 
interaction with KCBPU within the past two 
years

Most (56%) of the contacts were with office 
staff, 16% with field staff, and 28% a 
combination of both

Seventy-two percent (72%) made contact by 
phone, 16% in-person, 7% by email, 2% by 
mail, and 1% by social media

48% of residential customers have observed 
KCBPU field staff within the past two years

COMMERCIAL CUSTOMERS

59% of commercial customers have had an 
interaction with KCBPU within the past two 
years

Forty-three percent (43%) of the contacts 
were with office staff 13% with field staff, and 
45% a combination of both

Sixty-nine percent (69%) made contact by 
phone, 17% in-person, 13% by email, and 2% 
by mail

42% of commercial customers have observed 
KCBPU field staff within the past two years



Overall ratings are strong and both residential and commercial customers are mostly satisfied with all the areas assessed



Satisfaction is very high for all of the items rated



Service Restoration
UNPLANNED DISRUPTIONS TO SERVICE



Disruptions across residential and commercial customer accounts are similar

Disruptions & Service Restoration
RESIDENTIAL CUSTOMERS

Only 13% of residential customers have had an 
unplanned disruption to their water service

52% of residential customers have had an 
unplanned disruption to their electric service

COMMERCIAL CUSTOMERS

Only 9% of commercial customers have had an 
unplanned disruption to their water service

44% of commercial customers have had an 
unplanned disruption to their electric service



Both residential and commercial customers are both highly satisfied with the amount of time it took to restore water services



Commercial customers are slightly more satisfied – but experienced disruptions at lower rates than residential customers



Billing Services
HOW RESIDENTIAL & COMMERCIAL CUSTOMERS PERCEIVE BILLING



Residential and commercial customers have similar perceptions of KCBPU’s billing services and procedures – including costs

Items Residential 
Customers Believe Should 

Receive the Most Emphasis
• Ease of contacting BPU 

with concerns
• Accuracy of your bill
• BPU’s overall 

responsiveness to billing 
concerns

• Usage information

Items Commercial 
Customers Believe Should 

Receive the Most Emphasis
• Ease of contacting BPU 

with concerns
• Ease of understanding 

your bill
• BPU’s overall 

responsiveness to billing 
concerns

• Accuracy of your bill



Perceptions
HOW CUSTOMERS PERCEIVE KCBPU 



Overall agreement with the statements is high when incorporating “neutral” responses into the results 



BPU’s services are well aligned with other utility services in value, but gas bills were likely lower during administration





Questions?
THANK YOU!
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Financial Results
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Revenues – 2023 YTD

Variance – YTD comparing 2022 Actual to 2023 Actual Electric:
Residential     $1.3M
Commercial    $3.9M
Industrial        ($783K)

Water:
Residential       $1.0M
Commercial     $851K
Industrial          $43K

**Dollars in millions

**Recognized ERC Over Collection for 2023 3rd & 4th

Quarter of $4.1M. Recognized in Jan-June of 2024

(CY) 2023 (PY) 2022 Budget 2023 (CY) 2023

YTD YTD YTD YTD

Electric 300.314$            332.255$            310.487$     300.314$     

Water 55.033               52.824               53.249         55.033         

Combined 355.347$            385.079$            -7.7% 363.736$     355.347$     -2.3%



Financial Results

3

Operating Expenses – 2023 YTD

**Dollars in millions
Electric:

Purchased Power   ($11.8M)
Fuel ($23.1M)
Production              $4.1M
T&D                         ($236K)

G&A $10.4M

Water:
Production   $170K
T&D               ($605K)
G&A              $2.4M

Variance – YTD comparing 2022 Actual to 2023 Actual

(CY) 2023 (PY) 2022 Budget 2023 (CY) 2023

YTD YTD YTD YTD

Electric 226.313$             244.131$             241.239$      226.313$      

Water 37.731                 35.645               40.872        37.731          

Combined 264.044$           279.776$            -5.6% 282.111$       264.044$     -6.4%



Financial Results

4

Change in Net Position – 2023 YTD

**Dollars in millions

(CY) 2023 (PY) 2022 Budget 2023 (CY) 2023

YTD YTD YTD YTD

Electric 25.533$              38.006$             21.315$        25.533$       

Water 11.244                 11.344                 6.067           11.244          

Combined 36.777$              49.350$             27.382$       36.777$       



Financial Results

5

Cash Position & Debt Coverage

(CY) 2023 (PY) 2022 (CY) 2023 (PY) 2022

December December December December

Electric 2.52 2.73 Electric 1.80 2.03
Water 2.26 2.19 Water 1.77 1.72

Combined 2.67 2.83 Combined 1.94 2.12

Debt Coverage with PILOT Debt Coverage w/o PILOT

(CY) 2023 (PY) 2022 2023

December December November

Combined (E&W) 58.20$               44.56$               58.03$               
Days Cash-on-Hand 97 68 96

1 Day = Approximately $600K-$625K
(Based on 12 month rolling average of expenses









 







 




































 




           


 

 




            

   








            
            
            




 



 







 









 















 










 




  







 





 






 






 




  
   


              


 





            





        


 

 

 

 
 




   


 



 






 




















 











 


  





 








  


  


  








 






 







 






 



 









































                 
              


 







  













 























 

 

 



 

               

            



              



 





























 















 











 



 



 



  



  











 









        


 

 



             



 



        
            


 

 













 







 












 






 


 


  


 












              
             


 

 

 

 

 

 



              


 

 

 
 







 




  


 
 




  




























 

 

 






     



                  






 

 






 
 







  











 




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









          


 






 



      


 

 






      

















  







              


 



               


 



               


 

 

 


 





  





 





 



 







     







 




 







































 












































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