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Presenter
Presentation Notes
Hello I am First Name Last Name from HomeServe. I appreciate the opportunity to present solutions for your customer’s high bills due to leaks and broken service lines. During our brief discussion you will also see how our programs benefit your utility financially. Please feel free to stop me and ask questions at any time. 



Infrastructure challenges – a national problem
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Annual Household Leaks Waste

Gallons leaking
1 TRILLION
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Water use in

11
MILLION+

homes

Presenter
Presentation Notes
It’s no secret that all of our infrastructures are aging. In fact, the average age of homes in the U.S. is 37 years, which is a problem considering the life of water/sewer lines average roughly 40 years. Supporting this is the ASCE (American Society of Civil Engineers) who has predicted that approximately 1 trillion dollars is needed over the next 20 years in order to fix the water infrastructure. And Household leaks can waste more than 1 trillion gallons annually nationwide. That's equal to the annual household water use of more than 11 million homes.This is a scary situation as we are all questioning where will the money come from and who will pay for these repairs. 



Leaks are painful for utilities/municipalities and homeowners

Unexpected 
financial burden 

on homeowner 
for repairs and 

lost water

Homeowners are unaware 
of their responsibility for 
private service lines

Significant utility 
staff time to 
administer 
adjustments

Utility/city costs related 
to adjustments

Stressful calls to 
the city/utility 

from homeowners
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Presenter
Presentation Notes
All cities and utilities are working to maintain the main lines in the street.  Additionally, we have miles and miles of lines that connect to that system that no one thinks about, and those are the residents’ lateral water and sewer lines. Most homeowners don’t even realize the water and sewer lines on their property are their responsibility. Some believe this is something covered by their homeowner’s insurance. Repairs to these lines can run upwards of eight thousand dollars.Leaks associated with these lines can result in an increase in the resident’s water bill which causes an unexpected financial burden for the resident as well the utility or city, as you may be obligated to subsidize the immense lost water expense.  In every city we work with, we hear the same story: a resident has a break or an unusually high water bill and they become upset that the city or utility cannot help them and they are left to solve the problem on their own and left to find a reputable contractor.



HomeServe
We provide peace of mind for 
homeowners through partnerships
with utilities and municipalities
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part of the solution

Presenter
Presentation Notes
And that is where we come in.  HomeServe is a leading global provider of home repair programs. We have been in business for over 26 years globally and in North America we currently have over 900 utility and municipal partners serving over 4 million customers. Our HomeServe programs offer unique solutions that are widely embraced around the country.As proof of that, In the past three years we have performed over 400,000 water related repairs saving homeowners over $232 million dollars.



HomeServe
part of the solution

Strategic Partnerships with 
Key National and Local Associations
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Affinity partner of the NRWA and 
multiple state rural water associations 

Endorsed by NLC and multiple state 
municipal leagues

Presenter
Presentation Notes
Our solutions are supported by strategic partnerships with the National Rural Water Association as well as 28 state organizations. And we currently have the only service line program that is endorsed by the National League of Cities. We have two main product lines, ServLine Leak Protection and the NLC Service Line Protection. These programs have been developed to help resolve problems at the Utility as well as the Homeowner. For instance, the Servline Leak Protection program will replace any revenue the utility loses from adjustments to homeowners’ leaks. Also, the Leak Protection program will off load the significant work and phone calls associated with each leak. The Homeowner no longer has to struggle financially with a payment plan/debt in order to pay for their portion of the leak. The acceptance of this program is shown by the fact that the average participation of homeowners around the country is 97%.  Our Service Line Protection Program compliments the Leak Protection by providing a solution for fixing the broken lines. Our program has 24 hour a day 7 days a week call center coverage where we dispatch a local licensed plumber for repairs. This helps keep the money in the local community, but just as important is that the local plumber knows the local codes and required permits. Hopefully, you can see, we have a complete solution for utilities and homeowners regarding homeowners leaks and repairs. However, our protection can be tailored to your needs. For example, as leaders in your community you can decide to incorporate the whole program or pick and choose which program(s) best suit your needs. Furthermore, you can choose how much coverage limit works for your community. We will structure the Leak Protection Program to what you believe will best serve your customers. We will assist you in understanding the trade-offs and share other community choices and experiences. Also, HomeServe’s NLC Service Line Program is currently providing service to over XXX million homes in the U.S. Due to our extensive network of plumbers and contractors around the U.S. we are able to fix leaks and broken pipes in a timely manner. Our goal is to structure the program around your needs so that you and your customers gain the most benefits. We even make it easy for a customer to leave or enter the program at any time they choose.



| Page 6

Presenter
Presentation Notes
Before we finish, let’s revisit the infrastructure problem, because our program provides a significant added benefit that further helps solve the large financial issue. Most utilities will be seeking federal grant money in order to fund their infrastructure projects. There is never enough money to fund all utility projects from around the country, leaving all utilities to compete for whatever funds are available. Congress has made it clear that Private-Public partnerships/funding will improve a utilities chances of obtaining grants. Fortunately, HomeServe protection programs very much meet those requirements. Because, you are first looking out for your customers, secondly improving the infrastructure with our programs, third you have instituted water conservation, and finally you are providing private funding which reduces the amount you will need from the government. All of the points clearly improve your chances of obtaining the necessary federal grant money for your infrastructure projects.So, we would appreciate the opportunity to work with you in developing the program that best fits your situation and helps you:-	Recover lost revenue-	Reduce workload and stress-	Protect your customers-	Improve customer relations-	Provide around the clock support-	Help you and your customers meet your overall infrastructure needs Do you have any questions at this time or would you like to delve into the details on how our programs work?



Leak Protection

Affinity partner of
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Presenter
Presentation Notes
The ServLine Leak Protection Program provides numerous benefits to utilities and their customers. For customers, the program offers peace of mind that unexpected excess water bills will be fully covered with no deductibles or other charges. And claims are processed seamlessly with dedicated staff that will ensure an exceptional customer experience.Utilities benefit by recapturing lost revenue from adjustments and bad debts. Our program also reduces utility staff workload, all while improving public perception and customer satisfaction. 



Help meet your overall
Infrastructure
needs

Provide around
the clock support

Recover
Lost revenue

Reduce Workload
and stress

Protect your
customers
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Customer pain can lead to dissatisfaction with the utility

Customer receives a 
$1,000 water 
(normally $50)

Customer calls the utility 
and learns about leak 
adjustment policy:

• Customer owes $525

• Utility writes off $475

Customer is highly 
dissatisfied with the Utility 
and feels water leaks are 
their responsibility

Customer communicates their 
unhappiness to family, friends, 
and their community

Presenter
Presentation Notes
A lot of times when the residents receive a large water bill due to a leak, they will look to the city or utility to help with an adjustment on the bill.  This can cause an enormous loss of revenue for the city/utility not to mention that since most times the residents are required to pay a portion of the bill it can also impact your customer service reputation and leave you with an upset resident.  That is where this program can be a huge benefit to your community.The Leak Protection Program has been fully vetted by the National Rural Water Associations as well as the state association here in (STATE).  This program will not only save your city/utility revenue but will also help eliminate those stressful, time consuming calls dealing with upset residents looking for help with their water bill. 



Help meet your overall
Infrastructure
needs

Provide around
the clock support

Recover
Lost revenue

Reduce Workload
and stress

Protect your
customers
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ServLine turns a difficult situation into a moment of delight

Customer receives a 
$1,000 water 
(normally $50)

Customer calls the utility 
and learns they are covered 
with ServLine:
• Customer pays $50
• ServLine pays Utility $950
• Utility pays $0

Customer is delighted with 
the Utility

Customer is an advocate for 
the Utility

Presenter
Presentation Notes
Unlike the unpleasant scenario described previously, with Servline the experience is very positive for the utility and the customer.



Provide around
the clock support
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Actual Financial Impact on Utilities 

Real Utilities Financial Impact

4,500 Residential Customers $30,780

4,300 Residential Customers $68,332

8,600 Residential Customers $54,468

10,000 Residential Customers $107,560

29,500 Residential Customers $313,252

Presenter
Presentation Notes
A lot of times when the residents receive a large water bill due to a leak, they will look to the city or utility to help with an adjustment on the bill.  This can cause an enormous loss of revenue for the city/utility not to mention that since most times the residents are required to pay a portion of the bill it can also impact your customer service reputation and leave you with an upset resident.  That is where this program can be a huge benefit to your community.The Leak Protection Program has been fully vetted by the National Rural Water Associations as well as the state association here in (STATE).  This program will not only save your city/utility revenue but will also help eliminate those stressful, time consuming calls dealing with upset residents looking for help with their water bill. 
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Win-Win - Lower cost while improving customer satisfaction 

Protects the Utility
• Reimbursement for water loss
• No cost to utility/municipality
• Customizable protection limit
Protects the Customer
• Eliminates financial burden
• No deductible/No hidden fees
• Low cost ($1-2/mo)

• Automatic enrollment with 
customer choice to decline

• 96% customer participation rate
• Simple claims process

• Full claims administration
• Frees up utility/municipality 

resources

• Leak protection backed by top tier underwriters
• Backed by HomeServe, a trusted partner of over 900 Municipal, Utility and water 

association partners in North America

Minimize unnecessary cost 
exposure and liability

Improve the customer experience 
and customer relations

Reduce workload (time and labor) 
associated with leak adjustments

Peace of mind

Presenter
Presentation Notes
The program comes at no cost to the city/utility and is completely customizable as the city/utility sets the standards and qualifications of the program.  You can choose from three different program protection limits: $500, $1000, and $2500 and the average cost for your residents is 1-2 dollars per month and that is added through a line item on the resident’s water bill and residents are eligible for one claim per 12 months. We will put together an educational brochure for your customers which will be sent with your customer bills about a month or two months prior to the launch. On this brochure includes a dedicated customer service number specific to your utility. We try to use a local number if one is available. That number is live as soon as the brochures are sent to you. At this time customers are free to call us to opt out of coverage, add additional coverages, or ask questions.  There is no contract for the city/utility or the resident to sign and currently 96% of customers throughout our partners choose to remain covered under the program. 
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Proven Solution

• Customers want this protection - 96% customer 
participation Nationwide

• Customer participation increases over time – 99% 
customer participation with longest running utility

Proven Track Record of 
Customer Participation

Backed by National 
Associations

• Affinity partner of National Rural Water Association
• Partnership with 29 State Rural Associations

• 148 water utilities partnered with ServLine
• 70%+ higher customer satisfaction with Utility 

because of ServLine claim

Proven Track Record of 
Utility and Customer 
Satisfaction

Presenter
Presentation Notes
So just to recap, the ServLine by HomeServe solution has a proven track record of customer demand and utility and customer satisfaction (read some points on slide) and the program is backed by the NRWA and multiple state Rural Water Associations.



Service Line Repairs

Endorsed by
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HomeServe
We provide peace of mind for 
homeowners through partnerships
with utilities and municipalities
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part of the solution
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• Offers optional low-cost protection against potentially 
expensive water and sewer line repairs

• Educates residents about their responsibility for these 
lines

• Turnkey program – provides marketing, billing, claims, 
customer service

• Enhances the local economy through use of local-area 
contractors

• No cost to cities to participate, revenue share 
available

Solution for Municipalities/Utilities and Residents

Presenter
Presentation Notes
Our program provides your city’s/utility’s homeowners with a solution that they do not have today.  For a few dollars a month residents can choose to enroll in our program and transfer the risk of these lines.  Residents who enroll have the peace of mind in knowing that if they have a problem, all they have to do is make one call to our 24/7 US based call center and we will dispatch a local licensed plumber to make the repair. This is another huge benefit of the program. By using local contractors, it helps keep the dollars in the local community, but more importantly the local contractors know the local codes. They are going to make sure the work gets completed the way the city/utility wants it to be done.  This includes pulling all permits.  Remember these lines are connecting to your system, so you don’t want just anyone working on them.  We guarantee that they will be fixed correctly to help strengthen the infrastructure system.



HomeServe
We provide peace of mind for 
homeowners through partnerships
with utilities and municipalities

| Page 16

part of the solution
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• Up to ($8,500 or $10,000) coverage per incident for repair/replacement of 
leaking, clogged or broken lines from the point of utility connection to the 
home exterior

• In-home plumbing - up to $3,000 per incident on all water, sewer, and drain 
lines inside the home after the point of entry

• No annual or lifetime limits, deductibles, service fees, forms 
or paperwork

• 24/7/365 availability
• Repairs made only by licensed, local area contractors

Water/Sewer Coverage

WATER LINE 
COVERAGE

SEWER LATERAL 
COVERAGE

Presenter
Presentation Notes
For our exterior water and sewer line coverage the program provides up to ($8,500 or $10,000) per repair incident and additional coverage for Public Street and Public sidewalk cutting.  There are no other service fees or deductibles. No annual or lifetime limits and there is no pre-existing condition limitations. 



HomeServe
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part of the solution

| Page 17

• Up to $3,000 per incident on all water, sewer, and drain lines 
inside the home after the point of entry

• No deductibles, service fees, forms or paperwork
• 24/7/365 availability
• Repairs made only by licensed, local area contractors

In-home Plumbing Coverage

IN-HOME PLUMBING AND 
DRAINAGE COVERAGE

Presenter
Presentation Notes
Our In-home plumbing coverage provides $3,000 per incident on in-home water supply lines and in-home sewer lines and all drain lines connected to the main sewer stack that are broke or leaking inside the home after the point of entry.  Lines that are imbedded under the slab or basement floor are covered. We cover repairs of clogged toilets. 



HomeServe
We provide peace of mind for 
homeowners through partnerships
with utilities and municipalities
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part of the solution

Homeowner 
education

• Simple direct mail – indicating 
the program is optional

• Must be approved by the 
city/utility

Presenter
Presentation Notes
As for the way we market these products we have a very simple approach.  We only engage in direct mail marketing to the residents.  We will never do any telemarketing or door to door sales.  When a city/utility participates we would draft a marketing letter which would “say the city of ____ /utility name and the NLC want to make you aware that there is an optional program available to you”,  - the program is completely optional to the homeowner and by the city/utility participating you are just allowing this program to become available to your residents.  After the letter is approved by the city/utility, we would mail it out to all of the households making them aware that the program is available. 



HomeServe
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Revenue share and other 
benefits to city/utility
• Non-tax revenue can be estimated at $0.50 per 

product, per month

• Cities utilize funds for important initiatives 
including:
 Infrastructure improvements
 Low-income assistance/community charities
 Partially offset rate increases

• Saves money for residents that can be re-invested 
in the local economy

• Reduces calls to the city

• Timely repairs reduce water loss from line breaks

Presenter
Presentation Notes
We provide the city/utility with a revenue stream for participating in the program. We will give back .50 cents per month per product sold.  This is paid to the city/utility at the end of the year. If you choose you can also decline the royalty and we will pass those savings onto your residents.Read slide



HomeServe
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Why should municipalities/utilities offer this program?

BECAUSE an 
unforeseen 
repair expense 
could be hard on 
a budget.

BECAUSE
homeowners 
believe service 
line repairs are 
the City’s 
responsibility.

BECAUSE
without a 
referral, your 
citizens may 
use inferior 
contractors.

BECAUSE the City 
can further help 
its residents by 
generating funds 
for important 
programs.

BECAUSE your 
homeowners 
deserve the very 
best customer 
experience.
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Presenter
Presentation Notes
We provide the city/utility with a revenue stream for participating in the program. We will give back .50 cents per month per product sold.  This is paid to the city/utility at the end of the year. If you choose you can also decline the royalty and we will pass those savings onto your residents.Read slide



THANK YOU!

July | 2020

Visit www.NLC.org/serviceline or www.servline.com

Allie Terrell
(606) – 356 – 2153

Allie.Terrell@homeserveusa.com

Mike Chambers 
(724) – 678 - 6075

Mike.Chambers@homeserveusa.com

http://www.nlc.org/serviceline
http://www.servline.com/
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