GREAT OAKS WATER COMPANY

P.O. Box 23490

San Jose, CA 95153

(408) 227-9540
tguster@greatoakswater.com

March 4, 2021

California Public Utilities Commission
Water Division

Room 3102

505 Van Ness Avenue

San Francisco, CA 94102-3298

Great Oaks Water Company (U-162-W) Advice Letter 29-W
Demonstrating Compliance with Decision 19-07-015

Great Oaks Water Company (Great Oaks) submits this Tier 1 Advice Letter
in compliance with Decision (D.) 19-07-015 issued by the California Public
Utilities Commission (Commission) on July 19, 2019. This Advice Letter
complies with Ordering Paragraphs 11 and 12 of D.19-7-015.1

I Compliance with Ordering Paragraph 11 of D.19-07-015

Ordering Paragraph 11 of D.19-07-015 provides:

All Class-A Water utilities (California Water Service Company,
California American Water Company, Golden State Water Company,
Great Oaks Water Company, Liberty Utilities Apple Valley Ranchos
Water, and Park Water), San Jose Water Company, San Gabriel Valley
Water Company, and Suburban Water Systems as well as all Class-B
utilities (Fruitridge Vista Water Company, Bakman Water Company,
Del Oro Water Company, East Pasadena Water Company, Santa

1 D.19-07-015, at pp. 67 — 68.
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Catalina Island Water (a division of Southern California Edison
Company), and Alco Water Service).), shall file a Tier 1 Advice Letter
at the default, 12-month conclusion of customer protection period
(running from the date that customer protections related to the specific
disaster became effective), or as reasonably determined by the
Governor’s Office of Emergency Services, detailing the mandated
protections offered to the customer affected by the disaster, the start
and end periods customers received the emergency customer
protections, the outreach efforts conducted, the customer impacts, and
the associated cost.

A. Mandated Protections Offered to Great Oaks’ Customers.

On March 4, 2020, Governor Newsom declared a State of Emergency in
California related to COVID-19. March 4, 2021 is the 12-month anniversary
of the declared State of Emergency.

On March 17, 2020, the Commission’s Executive Director issued a letter to all
Class A and B water utilities indicating that the Commission expected “the
utilities and service providers subject to D.19-07-015 and D.19-08-025 to
extend the same applicable customer protections directed in D.19-07-015 and
D.19-08-025 to customers in response to the declared state of emergency due
to the spread of COVID-19.” The same letter also stated:

We also expect the utilities and service providers to report to the
CPUC on all customer protection measures they implement in
response to COVID-19 as soon as they are implemented, so that the
CPUC may publicly report on these measures. These customer
protections should be retroactively applied to March 4, 2020.

On March 20, 2020, Great Oaks filed Advice Letter 285-W Regarding
Compliance with D.19-07-015 and the Executive Director’s March 17, 2020
letter. In Advice Letter 285-W, Great Oaks confirmed that it had
implemented its Emergency Disaster Relief Protections previously submitted
with its Advice Letter 276-W-B and that such protections would be
retroactively applied to March 4, 2020, consistent with the Executive
Director’s March 17, 2020 letter. A copy of Great Oaks’ Emergency Customer
Protections submitted with Advice Letter 276-W-B is attached hereto as
Exhibit A. The Commission’s Water Division issued a letter to Great Oaks on
April 6, 2020, indicating Commission approval of Advice Letter 285-W.

In Advice Letter 285-W, Great Oaks also detailed other actions it is taking in
response to the declared State of Emergency, including:
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—

Activation of its Catastrophic Event Memorandum Account (CEMA);

2. Customer Service representatives would work with customers who
contact Great Oaks and advise that, due to COVID-19, they are having
difficulty paying their bills;

3. Full compliance with the Water Shutoff Protection Act, which provides
customers with additional notice prior to service disconnections due to
nonpayment, as well as payment options should customers be unable
to pay their bills on time;

4. Confirmed to the Commission that no customers have been
disconnected for nonpayment;

5. Closure of its Walk-In Customer Service Center for the safety and
health of its employees and customers; and

6. Other day-to-day measures taken to protect the health and safety of

Great Oaks’ employees.

On April 2, 2020, Governor Newsom 1ssued Executive Order N-42-20
instituting a “shutoff moratorium” — a prohibition against discontinuing
service for nonpayment — during the COVID-19 State of Emergency. Great
Oaks has fully complied with this Executive Order and no Great Oaks
customer has had water service disconnected for nonpayment during the
State of Emergency.

The Commission issued Resolution (Res.) M-4842 on April 17, 2020, which
directed utilities to implement Emergency Customer Protections to Support
California Customers During the COVID-19 Pandemic. In response thereto,
Great Oaks filed Advice Letter 288-W on April 29, 2020 showing compliance
with Res. M-4842. In Advice Letter 288-W, Great Oaks confirmed that it had
already acted upon the first five of the seven Emergency Customer
Protections for Water Customers listed actions in Res. M-4842.2 Great Oaks
also addressed the final two Emergency Customer Protections for Water
Customers in Advice Letter 288-W. On June 9, 2020, the Commission’s
Water Division sent a letter to Great Oaks indicating that the Commission
had approved Advice Letter 288-W.

On February 12, 2021, the Commaission issued Res. M-4849, which authorized
and directed utilities to extend Emergency Customer Protections to support
California customers through June 30, 2021, and to file Transition Plans for
the expiration of Emergency Customer Protections.

Res. M-4849 required investor-owned Class A and B water utilities to file a
Tier 1 Advice Letter within 10 days of the issuance of Res. M-4849
demonstrating compliance with the Extension of Emergency Customer
Protections to June 30, 2021. On February 16, 2021, Great Oaks filed Advice

2 Res. M-4842, atp. 7.
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Letter 295-W confirming its extension of seven listed Emergency Customer
Protections in Res. M-48493 to June 30, 2021.

Res. M-4849 also required the Class A and B water utilities to submit draft
Transition Plan Advice Letters to CPUC staff by February 25, 2021,
containing draft Transition Plans containing the following elements:

Activities Timeline

Marketing, Education, and Outreach Strategy
Compliance and Safety

Progress Tracking and Reporting

e

On February 25, 2021, Great Oaks submitted its Draft Transition Plan
Advice Letter as directed. Great Oaks’ Draft Transition Plan included
information about each of the four elements listed above.

B. Start and End Date of Emergency Customer Protections.

All Emergency Customer Protections described above began on March 4,
2020, and all will remain in place for Great Oaks’ customers through at least
June 30, 2021.

C. Outreach Efforts, Customer Impacts, and Associated Costs.

Throughout the declared State of Emergency, Great Oaks has provided
information to customers through its website, periodic mailings, and its
Customer Service representatives. Included in these outreach efforts has
been information about bill payment options and encouragement to
customers to address past-due bills in full or in part during the pandemic
emergency period so that customers are not faced with large past-due
balances at the end of the emergency period.

Great Oaks began voluntary reporting to the Commission’s Water Division
well before the Commission ordered, first, bi-weekly reporting of pandemic
financial impacts, and then monthly reporting of pandemic financial impacts.
The financial impacts reported by Great Oaks consisted of a summary of
customer past-due balances in 30-day aging categories (0 — 30 days, 30 — 60
days, 60 — 90 days, 90 — 120 days, and over 120 days). Under current
Commission-authorized tariffs, a bill becomes past due if not paid within 19
days after mailing. Under Commission-authorized tariffs, residential
customers may not have service disconnected for nonpayment until at least
79 days after a bill is mailed. During the pandemic emergency period, there
have been no service disconnections for nonpayment. The financial impacts

3 Res. M-4849, at p. 7.
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consist of customers with past-due balances and Great Oaks having not
received those customer payments. Great Oaks has also reported on
customers enrolled in its Customer Assistance Program (CAP), both in terms

of the number of enrollees and the past-due balances of those enrolled in the
Great Oaks CAP.

The volume of reports submitted by Great Oaks is substantial, so only a brief
summary is provided below. If additional information is needed or required
for purposes of compliance with Ordering Paragraph 11 of D.19-07-015, Great
Oaks requests to be advised so that the information may be provided.

At the end of August 2020, Great Oaks’ customers had a total of $63,514.16
in unpaid bills of 90 days or more past due. At the end of October 2020, that
total had increased to $84,088.59. By the end of calendar year 2020, the total
had increased further to $116,538.65. And at the end of January 2021, the
total of unpaid bills of 90 days or more past due was up to $140,045.28,
consisting of 1,172 total bills, of which 381 were for CAP enrollees. All of
Great Oaks’ reports have been filed in Rulemaking (R.) 17-06-024.

Costs associated with Great Oaks’ outreach efforts have been kept low by
using traditional means. Great Oaks does not have either a marketing or
outreach budget for outreach efforts and has incurred approximately $3,000
In outreach expenses (representing approximately 3,000 mailings to date).

11. Compliance with Ordering Paragraph 12 of D.19-07-015.

Ordering Paragraph 12 of D.19-07-015 provides:

All Class-A Water utilities (California Water Service Company,
California American Water Company, Golden State Water Company,
Great Oaks Water Company, Liberty Utilities (Apple Valley Ranchos
Water, and Park Water), San Jose Water Company, San Gabriel Valley
Water Company, and Suburban Water Systems as well as all Class-B
Water utilities (Fruitridge Vista Water Company, Bakman Water
Company, Del Oro Water Company, East Pasadena Water Company,
Santa Catalina Island Water (a division of Southern California Edison
Company), and Alco Water Service).) shall file a Tier 1 Advice Letter
twelve months from a qualifying event, documenting the collaborative
engagement they had with the Governor’s Office of Emergency
Services and the California Department of Forestry and Fire
Protection demonstrating information sharing that aided these entities
in carrying out their mission.
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A. Collaboration and Information Sharing.

While the Emergency Customer Protections adopted in D.19-07-015 were
primarily geared towards wildfire disasters, Great Oaks interprets the
language of Ordering Paragraph 12, in the context of the COVID-19 State of
Emergency, to require reporting on Great Oaks’ collaboration with State and
local emergency services and the information-sharing that has taken place
during the pandemic State of Emergency.

From the beginning of the declared State of Emergency, Great Oaks has
participated in meetings organized by the Santa Clara Valley Water District
(Valley Water) for the purpose of discussing and addressing water utility-
related aspects of the pandemic. Those meeting, first held weekly, and now
monthly, included all public water systems in Santa Clara County, both local
government water systems and Commission-regulated investor-owned water
utilities. The meetings have covered various topics and were a collaborative
effort to provide information and assistance when and where necessary. The
meetings are ongoing.

Great Oaks has also been involved with emergency management meetings
covering much the same topics. Those meetings, too, are ongoing.

Through the California Water Association (CWA), Great Oaks has been kept
informed of State government activities pertaining to the COVID-19 State of
Emergency as well. The CWA meetings on such topics also are continuing.

Great Oaks has stayed abreast and informed of Santa Clara County Public
Health Department requirements and notices. Great Oaks is in compliance
with all Santa Clara County Public Health Department requirements
pertaining to workplace and worker safety, including required postings of
workplace safety rules and social distancing protocols. No Great Oaks
employees or customers have contracted the virus at the Great Oaks’ office
and workplace locations.

III. Compliance with D.19-07-015.

Great Oaks respectfully submits this Tier 1 Advice Letter in compliance with
Ordering Paragraphs 11 and 12 of D.19-07-015. If further or different
information is required of Great Oaks in order to comply with Res. M-4849,
Great Oaks respectfully requests that it be provided with guidance so that
such information may be provided.
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IV. No Effect on Water Service

This Advice Letter filing will not cause the withdrawal of service, nor conflict
with other schedules or rules.

V. Tier Designation

This is a Tier 1 Advice Letter pursuant to General Order 96-B and Water
Industry Rule 7.3.1(3) (Compliance with mandatory statute, decision, or
resolution).

VL Notice and Service

This Advice Letter is being served on Great Oaks’ Advice Letter service list,
as well as the service lists for R.17-06-024 and R.18-03-011.

VII. Protests and Responses

Anyone may protest and respond to this Advice Letter. A Response supports
the filing and may contain information that proves useful to the Commission
in evaluating the Advice Letter. A Protest objects to the Advice Letter in
whole or in part and must set forth specific grounds on which it is based.
These grounds may be based upon the following:

(1) The utility did not properly serve or give notice of the Advice Letter;
or

(2) The relief requested in the Advice Letter would violate a statute or
Commission order, or is not authorized by statute or Commission order on
which the utility relies; or

(3) The analysis, calculations, or data in the Advice Letter contain
material error or omissions; or

(4) The relief requested in the Advice Letter is pending before the
Commission in a formal proceeding; or

(5) The relief requested in the Advice Letter requires consideration in a
formal hearing, or is otherwise inappropriate for the Advice Letter process; or

(6) The relief requested in the Advice Letter is unjust, unreasonable, or
discriminatory (provided that such a Protest may not be made where it would
require re-litigating a prior order of the Commission).

Any Protest or Response must be made in writing or by electronic mail and
must be received by the Water Division of the Commission within 20 days of
the date this Advice Letter is filed. The Advice Letter process does not
provide for any Protests, Responses or other comments, except for a reply by
Great Oaks, after the 20-day comment period expires. The address for
mailing or delivering a Protest or Response is:
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Tariff Unit, Water Division, 3rd floor

California Public Utilities Commission,

505 Van Ness Avenue, San Francisco, CA 94102
water_division@cpuc.ca.gov

On the same date any Protest or Response is submitted to the Water
Division, the protesting or responding person, entity or party must serve a
copy of the Protest or Response on Great Oaks addressed to Timothy S.
Guster, Great Oaks Water Co., PO Box 23490, San Jose, CA 95153, 408-227-
9540, 408 227-7126 (fax), email: tguster@greatoakswater.com.

Great Oaks Water Company
Isl

Timothy S. Guster
Vice President and General Counsel

Verification

I, Timothy S. Guster, am Vice President and General Counsel of Great Oaks
Water Company. I have read the contents of Advice Letter 296-W and know
the contents thereof. I certify that the facts provided in Advice Letter 296-W
are true of my own knowledge, except to matters stated therein to be true
upon information and belief, and to those matters, I believe them to be true.

I certify under penalty of perjury that the foregoing statements are true and
correct.

Executed at San Jose, CA on March 4, 2021.

/sl
Timothy S. Guster
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Certificate of Service

I hereby certify that I have this day served a copy of Great Oaks Water Co.’s
Advice Letter 296-W on the parties listed on the following Distribution List
by mailing a properly addressed copy by first class mail with postage prepaid
or by email to those marked with an asterisk (¥).

Executed on March 4, 2021 at San Jose, California.

/sl
Timothy S. Guster

Great Oaks Water Co.
Distribution List

Municipal Water System
City of San Jose

3025 Tuers Road

San Jose, CA 95121

Safe Drinking Water Office
Department of Water Resources
1416 9th Street, Room 804
Sacramento, CA 95814

Santa Clara Valley Water District
5750 Almaden Expressway
San Jose, CA 95118

Richard Rauschmeier*

Public Advocates Office

California Public Utilities Commission
505 Van Ness Avenue

San Francisco, CA 94102

Legal Division

California Public Utilities Commission
505 Van Ness Avenue

San Francisco, CA 94102-3214

County Clerk

County of Santa Clara
70 W. Hedding Street
San Jose, CA 95110

Office of Regulatory Affairs*
California Water Service Company
1720 North First Street

San Jose, CA 95112

Division of Water and Audits
California Public Utilities
Commaission

505 Van Ness Avenue

San Francisco, CA 94102

Regulatory Affairs*

San Jose Water Company
110 West Taylor Street
San Jose, CA 95110

Syreeta Gibbs*

Public Advocates Office
505 Van Ness Avenue
San Francisco, CA 94102
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Exhibit A
Emergency Customer Protections
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GREAT OAKS WATER COMPANY

EMERGENCY DISASTER RELIEF CUSTOMER PROTECIONS

Great Oaks Water Company’s Emergency Disaster Relief Program can provide protections for customers impacted by wildfires or other natural
disasters, including COVID-19 (Coronavirus). In the event a State of Emergency is declared at the state or federal level, customers meeting the
following criteria may be eligible for certain customer protections:

Disaster-related loss or disruption of the delivery or receipt of water service,
and/or the degradation of the quality of utility service.

If either of these criteria are met, Great Oaks Water Company shall:
Work cooperatively with affected customers to resolve unpaid bills and minimize disconnections for non-payment.
Waive reconnection or facilities fees for affected customers and suspend deposits for affected customers who must reconnect to the system.
Provide reasonable payment options to affected customers.
Waive bills for customers who lost their homes or had their homes rendered uninhabitable.
Authorize a pro-rata waiver of any fixed element of a water bill for the time that the home is uninhabitable, even if the reason for it being
uninhabitable is not the loss of water service.

The Emergency Disaster Relief Program complies with California Public Utilities Commission Resolution M-4833 and Commission Decision 19-07-
015, which makes the protections listed above permanent for customers served by California regulated water service providers.

To learn more about Great Oaks Water Company’s Emergency Disaster Relief Program, please contact Customer Service at (408) 227-9540.

arwhE

ALIVIO DE DESASTRES DE EMERGENCIA PROTECION DEL CLIENTE

El Programa de socorro en casos de desastre de emergencia de Great Oaks Water Company puede brindar proteccion a los clientes afectados por
incendios forestales u otros desastres naturales, incluido COVID-19 (Coronavirus). En caso de que se declare un estado de emergencia a nivel estatal
o federal, los clientes que cumplan con los siguientes criterios pueden ser elegibles para ciertas protecciones del cliente:

Pérdida relacionada con el desastre o interrupcion de la entrega o recepcion del servicio de agua,
y / 0 la degradacién de la calidad del servicio publico.

1. Trabajar cooperativamente con los clientes afectados para resolver las facturas impagas y minimizar las desconexiones por falta de pago.
2. Renunciar a las tarifas de reconexion o instalaciones para los clientes afectados y suspender los depdsitos para los clientes afectados que
deben volver a conectarse al sistema.
Proporcione opciones de pago razonables a los clientes afectados.
Renunciar a las facturas para los clientes que perdieron sus hogares o hicieron que sus hogares se volvieran inhabitables.

5. Autorice una exencion prorrateada de cualquier elemento fijo de una factura de agua por el tiempo que la casa esté inhabitable, incluso si la

razon por la que esta inhabitable no es la pérdida del servicio de agua.

El Programa de ayuda en caso de desastres de emergencia cumple con la Resolucion de la Comision de Servicios Publicos de California M-4833 y la
Decision de la Comision 19-07-015, que hace que las protecciones mencionadas anteriormente sean permanentes para los clientes atendidos por los
proveedores de servicios de agua regulados de California.

Para obtener mas informacion sobre el Programa de ayuda en caso de desastres de emergencia de Great Oaks Water Company, comuniguese con
Servicio al cliente al (408) 227-9540.

How
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EMERGENCY DISASTER RELIEF CUSTOMER PROTECIONS

Ang Great Oaks Water Company's Emergency Disaster Relief Program ay maaaring magbigay ng mga proteksyon para sa mga customer na
naapektuhan ng mga wildfires o iba pang natural na sakuna, kabilang ang COVID-19 (Coronavirus). Kung sakaling ang isang Estado ng Pang-
emergency ay idineklara sa antas ng estado o pederal, ang mga customer na nakakatugon sa mga sumusunod na pamantayan ay maaaring maging
karapat-dapat para sa ilang mga proteksyon ng customer:

Ang pagkawala ng kaugnay na pinsala o pagkagambala ng paghahatid o pagtanggap ng serbisyo sa tubig, at / 0 ang pagkasira ng kalidad ng
serbisyo ng utility.

Kung ang alinman sa mga pamantayang ito ay natutugunan, ang Great Oaks Water Company ay dapat:
1. Makipagtulungan sa mga apektadong customer upang malutas ang mga hindi bayad na mga panukalang batas at mabawasan ang mga
pagkakakonekta para sa hindi pagbabayad.
2. Ang muling pag-ugnay sa Waive 0 mga bayarin sa pasilidad para sa mga apektadong customer at suspindihin ang mga deposito para sa mga
apektadong customer na dapat kumonekta muli sa system.
3. Maghigay ng makatuwirang mga pagpipilian sa pagbabayad sa mga apektadong customer.
4. Ang mga bill ng Waive para sa mga kustomer na nawalan ng kanilang mga tahanan o nagkaroon ng kanilang mga tahanan na hindi nabigyan
ng tirahan.
5. Pahintulutan ang isang pro-average na pag-alis ng anumang nakapirming elemento ng isang panukalang batas ng tubig para sa oras na ang
bahay ay hindi nakatira, kahit na ang dahilan kung bakit ito ay hindi nakatira ay hindi pagkawala ng serbisyo ng tubig.

Ang Emergency Disaster Relief Program ay sumusunod sa California Public Utility Commission Resolution M-4833 at Desisyon ng Komisyon 19-

07-015, na gumagawa ng mga proteksyon na nakalista sa itaas nang permanente para sa mga customer na pinaglingkuran ng mga regulated ng
serbisyo ng tubig ng California.

Upang malaman ang higit pa tungkol sa Emergency Disaster Relief Program ng Great Oaks Water Company, mangyaring makipag-ugnay sa
Customer Service sa (408) 227-9540.

BAO VE KHAN CAP KHAN CAP BAO VE KHACH HANG
Chuong trinh ctru tro thién tai khén cép cua cong ty Great Oaks c6 thé cung cép su bao vé cho khach hang bi anh hudéng bdi hoa hoan hogc thién tai
khac, bao gom COVID-19 (Coronavirus). Trong truong hop Ti€u bang khan cép,du'gc tuyén bo & cap ti€u bang hodc lién bang, khach hang dap ting
cac tiéu chi sau day co thé du dieu kién cho cac bién phap bao vé khach hang nhat dinh:
MAt mat lién quan dén thién tai hodc gian doan viéc cung cp hoic nhan dich vu nuérc,
va / hodc sw xuong cap cia chat lwgng dich vu tién ich.

Néu mot trong hai tidu chi nay dugc dap ung, Cong ty Nudc Great Oaks sé:

1. Lam viéc hop tac vdi cac khach hang bi anh hudng dé giai quyét cac hoa don chua thanh toan va giam thiéu viéc ngét két ndi dé khong thanh

toan.

2. Mién két néi lai hodic phi co s& vat chét cho khach hang bi anh huéng va tam ngung tién giri ddi v6i khach hang bi anh huéng phai két néi lai

v6i h¢ thong.

3. Cung cép cac tiy chon thanh toan hop ly cho khach hang bi anh huéng.

4. Mién cac hoa don cho khach hang bi mat nha hogc khong c6 nha 6. . )

5. Cho phép tir bo pro-rata cuia bat ky yéu to co dinh nao ctia hdéa don nudce trong thoi gian ngdi nha khong thé ¢ dugc, ngay ca khi ly do khién nod

khong thé & dugc khong phaéi la do mat dich vu nudec.
Chuong trinh Ctru trg Tham hoa Khén cAp tuén thii Nghi quyf:t M-4833 cua Uy ban Tién ich Cong cong California va quét dinh ctia Uy ban 19-07-
015, khién cac bién phap bao v¢ duoc liét ké ¢ trén la vinh vién doi voi cac khach hang duoc phuc vu bdi cac nha cung cap dich vu nude do
California quan ly.
Dé tim hidu thém v& Chuong trinh ctru tro thién tai khin cAp ctia Cong ty Great Oaks, vui 1ong lién hé v6i Dich vu khach hang theo sé (408) 227-
9540.



