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UTILITIES
SUCCESS
INDICATORS

ANAHEIM OWNED.
ANAHEIM FOCUSED.

Our Mission
Anaheim Public Utilities (APU) strives to provide
sustainable utility resources that power today and helps
the community grow tomorrow.

Our Goals
This report provides a progress update
on metrics designed to assess APU's
performance in meeting its key
objectives. To foster a culture of
continuous improvement, APU will
modify or replace goals as needed to
ensure that the Utilities Success
Indicators report is current, relevant,
and moves APU forward into the future.

Key Objectives
APU strives to meet six key objectives:
sustain a high level of customer
satisfaction, deliver daily operations
excellence, preserve competitiveness and
financial health, effectively manage
enterprise risk, invest in a positive and
productive work environment, and
maintain alignment with the City of
Anaheim's goals.
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ELECTRIC CAPITAL
MILESTONES

Utilities Success Indicators: 1H 2022

TRANSFORMER REPLACEMENT
APU
prioritizes
replacement
of
overhead
transformers that are prone to failure and near the
end of its useful life. In February, City Council
awarded a construction contract that will replace
400 overhead transformers. Since the award, the
contractor replaced over 120 transformers, while
APU field crews replaced another 85 transformers
during the fiscal year. Such replacements improve
electric system reliability and reduce the likelihood
of emergency repairs during extreme weather
events.

STREET LIGHT REPLACEMENT

UNDERGROUND CONVERSION

APU replaced and installed over 2,000 LED
street lights in various Anaheim neighborhoods
during the fiscal year. Areas that received
upgraded lighting include the Rainbow Avenue
Neighborhood, Crescent Avenue from Harcourt
Street
to
Brookhurst
Street,
Sabina
Neighborhood, Wight Circle, Edison Park
Neighborhood, and Serrano Avenue from
Canyon Rim Road to Nohl Ranch Road. To date,
approximately 83% of Anaheim’s 21,500+ street
lights have been converted to LED for improved
roadway visibility.

During the reporting period, City Council awarded a
construction contract for the Sycamore Street
undergrounding project. This project will place
approximately 1 circuit mile of overhead power and
telecommunication lines underground on Sycamore
Street from Anaheim Boulevard to East Street; and
on East Street from Adele Street to Eastwood
Drive. The project scope also includes the
installation of approximately 100 street lights along
Sycamore Street and East Street. Construction
commenced earlier this summer with expected
completion by the end of 2023.
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WATER CAPITAL
MILESTONES
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WATER MAINS & PRESSURE
REGULATING STATIONS
APU continues to rehab and replace aging
infrastructure to increase water system
reliability, reduce maintenance costs,
decrease
the
likelihood
of
service
interruptions, and increase overall system
efficiency. Projects completed during the
reporting period include approximately
2,880 feet of water mains replaced along
Indiana Street and Peralta Hills, and five
upgraded pressure regulating stations that
adjust water pressure appropriately.

GROUNDWATER TREATMENT PROGRAM
In January 2022, APU began the second phase of
installing
advanced
groundwater
treatment
facilities. The facilities will treat local wells by
removing emerging constituents such as per- and
polyfluoroalkyl substances (PFAS). The estimated
construction completion date for the second phase
will be in late 2023. Facility locations for the
second phase include Katella Avenue, Willow Park,
Downtown Anaheim, Brookhurst Street, and Santa
Cruz - which had new wells drilled during the
reporting period. Construction for the first phase
took place in late 2021 and will be completed in
mid-2023.
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PERFORMANCE SUMMARY
METRICS

SUSTAIN A HIGH
LEVEL OF CUSTOMER
SATISFACTION

DELIVER DAILY
OPERATIONAL
EXCELLENCE

PRESERVE
COMPETITIVENESS
& FINANCIAL
HEALTH

EFFECTIVELY
MANAGE
ENTERPRISE RISK

INVEST IN A
POSITIVE &
PRODUCTIVE WORK
ENVIRONMENT

MAINTAIN
ALIGNMENT WITH
THE CITY'S GOALS

GOALS ACHIEVED

ADJUSTMENTS IN
PROGRESS

IMPROVEMENTS
NEEDED

Employee Effectiveness (p. 5)
Prompt Customer Service (p. 6)
Timely Street Light Repairs (p. 7)

Renewable Portfolio (p. 10)
Generator Availability (p. 10)
High Quality Drinking Water (p. 11)
Water System Reliability (p. 11)

Electric Reliability
(p. 8)
Water System
Maintenance (p. 13)

Competitive Electric Rates (p. 13)
Competitive Water Rates (p. 14)
Sufficient Liquidity (p. 16)

High Bond Ratings
(p. 15)
Strong Positive Cash
Flow (p. 17)

Legislative & Regulatory Risk
Management (p. 17)

Employee Efficiency (p. 19)

Strong Safety
Culture (p. 18)

City Council, Public Utilities Board
& City Manager (p. 20)
Community Engagement &
Outreach (p. 21)
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Goal: Meet at least 85% of Anaheim Anytime and Utility Call center survey respondent’s
expectations on customer service.
Detail: With customers being a priority in Anaheim, APU continuously strives to achieve high
satisfaction ratings through its many interactions with customers that occur through the call center, at
the service counter, in the field, outreach events, and on phone calls or emails. Through Anaheim
Anytime, an interactive customer service tool that can be accessed via computer or mobile, APU
customers can rate the service they received in categories such as service effectiveness, quality of
service, timeliness of response, and whether or not their expectations were “met” or “exceeded”.
Customers also contact the APU Call Center to manage their utility account and inquire about service
items listed on Anaheim Anytime such as, Electric and Water, Employment, Fire & Rescue, Graffiti,
Homelessness, Housing, Neighborhoods, Parks & Recreation, Planning & Building, and Police.
Additionally, APU offers an Interactive Voice Response (IVR) phone survey option where customers can
indicate whether the reason for their call had been resolved.
This metric focuses on the percentage of respondents that rated customer service categories for
employee courtesy, time to respond, and employee effectiveness through Anaheim Anytime as “good”
or “superior”. It also measures the percentage of respondents that rated their expectations as being
“met” or “exceeded” in Anaheim Anytime and the percentage of respondents who indicated that the
reason for their call was resolved during the reporting period.
Result: GOAL ACHIEVED. APU
received 186 Anaheim Anytime
surveys, and the percentage of
responses
that
rated
service
effectiveness, quality of service, and
time to respond as “good” or better
was over 85%. Moreover, APU met
92%
of
survey
respondents’
expectations for their service request.
IVR phone survey results was also
over the 85% goal. APU received
1,031 responses, and 86% of
respondents indicated that the
reason for their call was resolved.

Utilities Success Indicators: 1H 2022

CALL CENTER PHONE SURVEY
Q: Was the reason for your call resolved?
% Indicating YES
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86%

ANAHEIM PUBLIC UTILITIES

Goal: Respond to customer calls in the Utility Call Center within 3 minutes on average.
Detail: APU Customer Service Representatives (CSRs) in the Utility Call Center are trained staff who
strive for the highest quality of service, professionalism, effectiveness, and courtesy. They are trained to
provide prompt answers and solutions for a variety of requests relating to a customer’s utility account,
city events, and any number of citywide issues.
Customer wait times are calculated by totaling the duration (in minutes) customers experience a wait
before speaking to a CSR, and dividing that total by the number of calls answered during the same time
period.1 The monthly daily call volume is calculated by dividing the total number of calls answered
during the month by the total number of full workdays in the same month. 2 Customers who call the
Utility Call Center can choose to speak to a live customer representative within 10 – 50 seconds,
depending on the menu option they select from the IVR3, which provides a selection of commonly
requested self-service options. Wait times begin immediately after a customer selects an IVR option
and ends when a CSR answers their call.
Result: GOAL ACHIEVED. During this reporting period, the Utility-related call wait times averaged 2.5
minutes while the City’s 311 service call wait times averaged 2.0 minutes.
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1

This metric is calculated by taking the total call wait duration during the reporting period and dividing it by the total calls answered
within the same period; this calculation also filters out customers who drop their call before speaking with a representative.
2

Similar to call wait times the daily call volume calculation filters out calls that were dropped. Full workdays in the calculation are for
business weekdays only with at least 10.5 work hours.
3

The Interactive Voice Response (IVR) provides immediate self-service options for customers and may also alert customers to issues
like fraudulent callers pretending to be utility employees. For more information on scammers targeting utility customers, including
tips on how to avoid such scams, please see http://www.anaheim.net/4755/Scam-Alert.
Utilities Success Indicators: 1H 2022
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Average Wait Time & Daily Calls Handled
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Goal: Ensure street light repairs are made within 4 business days on average.
Detail: Street light repairs is a key performance metric because promptly repairing street lights for
residents and businesses – within 4 business days on average – is a high priority. Most street light repairs
are straightforward, requiring replacement of a light bulb and photo sensor. However, the bulk of the
repair time needed may involve wiring issues, infrastructure repairs, or other needed replacements.
APU installs and replaces street lights to help increase visibility throughout Anaheim neighborhoods
and roadways through the Street Light Replacement and Underground Conversion Program. LED
upgrade projects and new street light requests submitted by residents are prioritized with additional
input from Neighborhood Services, Anaheim Police Department, and Code Enforcement. APU has
completed LED installations for approximately 83% of Anaheim’s 21,500+ street lights and hopes to
complete the remaining lights within the next few years. The necessary upgrades are expected to
reduce future street light maintenance requirements.
Result: GOAL ACHIEVED. APU repaired over 580 street lights within 1.8 business days on average.

Total Street Light Repairs and Average Repair Completion
1,608
2.1 days

2018

Utilities Success Indicators: 1H 2022

1,791

1,557

2.5 days

2.2 days

2019

2020
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1,356

580

1.9 days

1.8 days

2021

CYTD 2022

ANAHEIM PUBLIC UTILITIES

Goal: Maintain electric system reliability indicators in the top 25% of the municipal-owned utility

category nationally.
Detail: APU monitors its service reliability by tracking the following key reliability indicators against the
top quartile of municipal utilities across the nation, as well as neighboring utilities.4
•

Duration of Outages: The System Average Interruption Duration Index (SAIDI) is an indicator of
system performance and reflects the integrity of the local electric grid. It measures the number
of minutes over the year that the average customer is without power by dividing the total
customer minutes out by the number of electric service customers.

•

Restoration Time: The Customer Average Interruption Duration Index (CAIDI) is an indicator of
response time for every occurring outage, indicating how quickly power was restored to
customers. It measures the average amount of time a customer is without power per interruption
by dividing the total customer minutes out by the number of customer interruptions.

•

Frequency of Outages: The System Average Interruption Frequency Index (SAIFI) is an indicator
of system resilience, reflecting how often a typical customer is affected by an outage. It measures
the number of times an average customer experiences an interruption by dividing the number
of customer interruptions by the number of service customers.

Result: ADJUSTMENTS IN PROGRESS. Anaheim exceeded the top-quartile benchmark of the
municipal-owned category for outage duration, average restoration time, and frequency of outages for
the reporting period. Performance exceeded the top-quartile benchmark largely because of the 2021
Thanksgiving Day wind storms, which were responsible for 17 sustained outages (these reliability
metrics are only available in an annualized format from other agencies and based on twelve months of
performance data between July 1, 2021 thru June 30, 2022). However, compared to neighboring utilities,
Anaheim still fared well in outage duration and average restoration time.

4

Benchmark data is a five-year average of electric system reliability data provided to the U.S. Energy Information Administration
(EIA) by approximately 550 Publicly Owned Utilities nation-wide covering the years 2016 – 2020.
APU looks at neighboring utilities whenever publicly available data is available. Only sustained outages, defined here as those
outages lasting 5 minutes or more, are included for comparison. Total system indices, which include distribution and transmission
indices, are also used. Major event days from benchmark agencies are excluded for a more accurate comparison. Results from other
agencies are from calendar year 2020.
Utilities Success Indicators: 1H 2022
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The leading causes of outages during the reporting period were metallic balloons and underground
cable failure. Metallic balloon outages comprised nearly 25% of
the total outages, while underground cable failure contributed
to 15% of them. APU spreads awareness about the metallic
balloon safety through its social media platforms, reminding the
community how to safely use and dispose of metallic balloons
to avoid causing a power outage. Additionally, APU has replaced
over 217 circuit miles of direct buried cable since 2003,
mitigating the risk of underground cable failure.

Duration of Outages (mins)
114.1
56.8
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87.1
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91.3
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Top 25%
POUs in
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Restoration Time (mins)
165.4
111.6
81.3

Anaheim

132.1
104.9

104.3
69.0

LADWP

Riverside

SCE

SDG&E

PG&E

Top 25%
POUs in
Nation

Frequency of Outages (# per customer)
0.70

0.69

0.78
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LADWP

Riverside
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0.87

SCE
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Goal: Procure adequate renewable resources to comply with state mandates on renewable

portfolio standards, meet interim targets, and remain well-positioned for future compliance
periods.
Detail: APU remains committed to reducing greenhouse gas emissions by increasing its renewable
resources while lowering more carbon intensity of coal in its power resources portfolio. State legislation
requires a 60% Renewable Portfolio Standard (RPS) by 2030, and 100% carbon-free energy by 2045.5
APU’s preliminary outlook includes replacement of coal
with renewable resources and energy storage by 2030;
and to evaluate options for its gas units such as use of
biogas or carbon-free fuels to help integrate the
growing amount of renewable resources by 2045, while
retaining baseload and peaking capabilities needed for
grid stability.
Result: GOAL ACHEIVED. APU’s RPS is at
approximately 39% as of June 30, 2022, and is on track
to meet future RPS goals in compliance with state
mandates.
Goal: Maintain generation availability rate at 95% or better.
Detail: Generation availability is a barometer of
reliability, indicating the percentage of time the Canyon
Power Plant is available to operate and generate power.
While the long-term goal is to phase out carbon-based
resources, today’s influx of intermittent solar and wind
requires the ability to integrate renewables, especially as
solar comes offline in the evening timeframe. This
metric is calculated by dividing the total number of
hours the plant is available to operate by the total
number of hours in the reporting period.
Result: GOAL ACHIEVED. During the reporting period,
Canyon recorded an average availability rate of 98.9%.

CY 2021

99.1%

CYTD 2022

98.9%

CANYON POWER PLANT AVAILABILITY

5

See Senate Bill (SB) X1-2 for 33% RPS by 2020 and Senate Bill (SB) 100 for 60% RPS by 2030 and 100% carbon-free energy by 2045.
SB 100 allows the 100% clean-energy provision to be met through eligible renewable resources along with “existing large hydro and
any other zero-carbon polluting resources” – which was intended to “leave the door open” to potential new technologies in the
future. See https://focus.senate.ca.gov/sb100/faqs for more information.
Utilities Success Indicators: 1H 2022
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In February, three forced outage events occurred at Canyon Power Plant, but APU made the necessary
repairs quickly, largely because APU maintains select but crucial inventory on-hand, reducing
purchasing lead-time by up to one week.
Goal: Continue to meet or exceed all state and federal standards for drinking water quality.
Detail: APU conducts over 44,000 analyses each year to ensure its customers receive high-quality tap
water meets compliance requirements and is clean and safe. As a public water agency, Anaheim is
required by the U.S. Environmental Protection Agency (EPA) and the State Water Resources Control
Board to comply with all regulations. For more information about Anaheim’s drinking water quality and
how it is tested, please see Anaheim’s most recent Water Quality Report:
http://www.anaheim.net/2092/Water-Quality-Report.
In February 2020, the State Water Resources Control Board
established stricter standards for per- and polyfluoroalkyl
substances (PFAS)6, resulting in APU taking fifteen of its
nineteen groundwater wells offline. To fulfill Anaheim’s water
demand, APU currently imports more water through the
Metropolitan Water District of Southern California (MWD).
While this is more costly than pumping groundwater, APU is
in the process of constructing groundwater treatment
facilities to restore groundwater as Anaheim’s primary and
lower cost water source.
Result: GOAL ACHIEVED. APU met 100% of drinking water standards and continues to meet or surpass
all federal and state standards as established by the U.S. EPA and State Water Resources Control Board.
Goal: Minimize main breaks per 100 miles of pipe to under 8 annually, which is approximately

40% below the national average.
Detail: A key reliability indicator that measures the strength and reliability of water system infrastructure
is the number of main breaks per 100 miles of distribution pipeline. According to the Water Research
Foundation and Partnership for Safe Water, “main breaks are the primary indicator of the condition of
distribution system infrastructure because they are a critical element in maintaining distribution system
integrity and have a large and very visible impact on several other key operational parameters.”7
APU’s performance goal is calculated by dividing the annual number of main breaks by the total miles
of pipe (per 100 miles) in the distribution system. To encourage greater pipeline replacement

6

See https://www.waterboards.ca.gov/drinking_water/certlic/drinkingwater/PFOA_PFOS.html for the State Water Resources
Control Board’s regulations and updates on PFAS.
7

See pages 33, 37. LeMieux, Jason. Criteria for Optimized Distribution System. Water Research Foundation, 2010.
Utilities Success Indicators: 1H 2022

Page 11

ANAHEIM PUBLIC UTILITIES

throughout Anaheim while minimizing the number of main breaks, a goal of under 8 main breaks per
hundred miles of pipe was established – a level that is approximately 40% below the national average.8
Main breaks can occur for a number of reasons including corrosive soil, age of pipe, pipe installation
methods, tree root intrusions, or pipe stress caused by a contractor working nearby. For these reasons,
the number of main breaks per month can vary significantly, which is why this metric is reported as an
annualized figure. For consistency with other agencies and benchmarks, APU reports a 12-month
moving total.
Result: GOAL ACHIEVED. APU recorded 3.7 main breaks per 100 miles of distribution pipeline,
continuing a downward trend, and remaining 40% below the national average and faring well against
neighboring agencies.9

3 Year History

Monthly # MBs

Main Breaks Per 100 Miles of Pipe

12 Month Rolling Total of MBs Per 100 Miles of Pipe

Goal = Less than 8

3.7

Comparison: Main Breaks Per 100 Miles of Pipe

National Average = 14

23.6

19.0

4.9

3.5

3.5

1.8

Fullerton
423 miles

LADWP
7,340 miles

Brea
212 miles

Anaheim
754 miles

Santa Ana
480 miles

Burbank
278 miles

8

See Folkman’s study, featuring survey results from 308 participating utilities for the year 2018, making it “one of the largest surveys
conducted on water main failures” that provides “an accurate representation of water main performance and operating conditions
in North America.” Water Main Break Rates in the USA and Canada: A Comprehensive Study,” March 2018, Steven Folkman.
9

Results from other agencies for LADWP is from FY2021, CY2021 for Burbank, and the rest from FY2022.

Utilities Success Indicators: 1H 2022
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Goal: Meet the three-year maintenance goal of inspecting all 7,950 hydrants (221 per month)

and exercising all 24,300 system valves (675 per month).
Detail: Preventative maintenance on hydrants and valves are crucial to managing the operability of the
water distribution system, as well as minimizing customer outages when main breaks occur. Metrics in
this area are tracked monthly to ensure performances is on target to meet program goals. On average,
221 hydrants and 675 valves (7,950 total hydrants and 24,300 total valves each divided by 36 months)
should be serviced monthly to meet the goal of inspecting all hydrants and valves every three years.
Monthly performance on such maintenance activities may fluctuate as staff may be reassigned to
support higher priority activities such as time-sensitive construction, water line repairs, or planned
outages. Moreover, maintenance performed in high-traffic intersections or other locations requiring
additional staff for safety may also impact monthly performance.
Result: ADJUSTMENTS IN PROGRESS. On average, APU
inspected 187 hydrants and exercised 594 valves per month
during the reporting period, short of the stated goal. Water
maintenance staff assisted with field construction activities
during this reporting period, resulting in less available time for
maintenance; COVID-19 cases also impacted maintenance
staffing levels as well.

Goal: Maintain annualized electric rates below other Orange County cities.
Detail: An electric rate comparison is based on a typical single-family home that consumes 500
kilowatt-hours (kWh) of energy per month. APU is the only municipally-owned utility in Orange County,
while the rest of the county is served by Southern California Edison and San Diego Gas & Electric.
Result: GOAL ACHIEVED. During the reporting period, for typical residential usage of 500 kWh of
energy per month, Anaheim customers paid $91.10. When compared to other neighboring electric
utilities, APU continues to maintain competitive rates.

Utilities Success Indicators: 1H 2022
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Monthly Residential Bill Comparison
500 kilowatt-hours per month
South OC
(SDG&E)

$206.24

North OC
(Edison)

$147.23

Anaheim

$91.10
Source: Calculated Using CPUC Utility Tariff Information

Goal: Maintain annualized water rates under the average of other Orange County agencies.
Detail: Water rates are compared based on residential usage of 16 hundred cubic feet (hcf) per month,
which is equal to approximately 12,000 gallons. This represents the total amount of water consumed
per month by a typical residential household in Anaheim.
Many water districts are supported by revenue sources such as property taxes or bonds paid through
property taxes, which can lower their customers’ water rates significantly, as the true cost of providing
water service – which can be expensive especially in times of drought – is recovered through water rates
and water district property taxes. In contrast, Anaheim’s water service revenues are not supported by
property taxes of any kind and reflects the true cost of providing water service.
Result: GOAL ACHIEVED. Annualized rates remain under the average of Orange County agencies. A
typical monthly water bill for a residential household in Anaheim was $71.66, which is approximately
20% below the Orange County average as shown in the chart below.
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Monthly Residential Bill Comparison of Orange County Agencies
16 hcf per month

$160

WATER BILL ($/MONTH)
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Goal: Remain in the A-rated or higher categories for bonds.
Detail: Standard & Poor’s (S&P) and Fitch provide credit ratings “about the ability and willingness of
an issuer, such as a corporation, state or city government, to meet its financial obligations in full and
on time. Credit ratings can also speak to the credit quality of an individual debt issue, such as corporate
or municipal bond, and the relative likelihood that the issue may default.”10
Result: ADJUSTMENTS IN PROGRESS. Both Electric and Water met its goal of having bonds rated in
the A- or higher category, but this metric remains on ‘watch’ to encourage APU to continue executing
strategies to regain its AAA rating for the Water Utility.
In February 2022, S&P and Fitch reaffirmed their AA+ rating on the Water Utility’s bonds, reflecting
higher water supply expenses and lower coverage ratios. However, both rating agencies recognize
APU’s efforts in constructing groundwater treatment facilities (where the majority of costs are
reimbursable through Orange County Water District) that will reduce import of more costly water and
help restore local groundwater as Anaheim’s primary water source.
Fitch stated in its report that monthly residential bills are “affordable for the vast majority of the
population,” and considers the Water Utility’s financial profile “very strong.”11 S&P similarly noted that
the Water Utility’s rates continue to be “comparatively moderate in the region” with monthly bills that
are affordable for Anaheim residents.12

Rating Agency

Water

Electric

AA+

AA-

AA+

AA-

10

See S&P’s website at https://www.spglobal.com/ratings/en/about/intro-to-credit-ratings for more details.

11

“Fitch Rates Anaheim, CA’s Water Revs ‘AA+’; Outlook Revised to Stable.” Fitch Ratings 28, February, 2022.

12

“Summary: Anaheim Housing and Public Improvements Authority, California Anaheim; Water/Sewer.” S&P Global Ratings, Ratings
Direct. 7 March, 2022.
Utilities Success Indicators: 1H 2022
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Goal: Maintain days cash on hand for 90 Days + $50 million for the Electric Utility and 120 days

for the Water Utility.
Detail: Days cash on hand is a liquidity ratio that indicates the number of days an organization can
keep up with its operating expenses using the cash that is currently available. The higher the number,
the more days an organization can sustain its operations without any additional cash flow from electric
and water sales revenue. In this report, the ratio is calculated by dividing the unrestricted cash balance
by the total projected cash expenses for the entire fiscal year and multiplying this quotient by 365 days.
For the Electric Utility, the $50 million balance – to meet specified financial performance goals and debt
service coverage requirements – is converted into days using this formula and added on to the 90 days
target. Currently, the target for the Electric Utility is roughly 140 days and 120 days for the Water Utility.
Result: GOAL ACHIEVED. As of June 30, 2022, the Electric Utility had 231 days of cash on hand, while
the Water Utility had 130 days of cash on hand.13 The charts below demonstrate that utilities can
maintain a high credit rating without holding excessive amounts of cash on hand. 14
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With Credit Rating from S&P Ratings
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Days Cash On Hand for Water Utilities
With Credit Ratings from S&P Ratings
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13

The Electric and Water Utility’s days cash are unaudited estimates as of June 30, 2022.

14

For consistency, credit ratings are taken from S&P Ratings only; the ratings reflect S&P’s long-term
Utilities Success Indicators: 1H 2022
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Goal: Maintain debt service coverage ratio of 1.6 or higher for the Electric Utility, and 2.0 or

higher for the Water Utility.
Detail: Debt service coverage ratio (DSCR) is a financial metric that assesses an organization’s ability to
pay its debt. The metric in this report is calculated by dividing a fiscal year’s total available net revenue
to meet debt obligations by total direct debt service in the same period. The goal of this metric was
established in accordance with Governmental Accounting Standards Board (GASB) rules. Please note
that financial figures in this report are unaudited, and may change after the year-end audit when all
adjustments have been made and are finalized.
Result: ADJUSTMENTS IN PROGRESS. As of June 30, 2022 the Electric and Water Utility’s debt service
coverage ratios were projected at 2.0 and 1.5, respectively. Anaheim shifted towards more imported
water in fiscal year 2020 to address the presence of PFAS found in the groundwater basin – which
brought downward pressure on water’s debt service coverage. APU expects this metric to improve once
groundwater treatment facilities are completed, and lower cost groundwater becomes Anaheim’s
primary water source again. Construction has already begun on the second phase of installing advanced
groundwater treatment facilities, with completion on both phases of this project slated for late 2023.

Goal: Proactively identify and manage enterprise-wide risks so that all key risks are properly

addressed or mitigated, and no material violations occur that would adversely affect APU’s
operations or its assets.
Detail: APU manages its enterprise-wide risks on an ongoing basis and prepares an internal compliance
plan to monitor and report on its compliance with applicable laws and regulations. Enterprise-wide risks
also include keeping counterparty default risk – or the risk that the other party in a transaction will be
unable to fulfill its obligations – under a half percentage of short-term power supply costs. APU
minimizes such counterparty default risk by analyzing and monitoring the credit risk of counterparties,
and through employing a default risk model against APU’s short-term power supply costs.
Result: GOAL ACHIEVED. During the reporting period, no material violations or compliance issues
arose, and counterparty default risk was kept at 0%.
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Goal: Maintain an industrial safety and health injury rate that does not exceed 1.0.
Detail: Many organizations measure the effectiveness of their safety program and culture through the
Disabling Injury Rate (DIR), an industrial safety metric measuring the number of injury cases involving
days away from work for every 100 employees. According to safety experts, this rate “does a better job
of representing the actual rate of workplace injury,” because it shows the incidence of serious injuries.
This safety metric conforms to the standard base rate calculation used by the Occupational Safety and
Health Administration (OSHA): a base of 100 employees, working 40 hours a week, and 50 weeks per
year (for a total of 200,000 labor hours). To calculate the DIR, multiply the number of injury incidents
resulting in days away from work by 200,000, and divide this product by the total employee hours
worked.
Result: IMPROVEMENTS NEEDED. APU recorded a Disabling Injury Rate (DIR) of 2.82 for the reporting
period and 4.21 for the entire fiscal year.
There was a total of 13 disabling injuries during the
fiscal year, nine of which were COVID-related injuries
as demonstrated by the bar graph on the right. In
January 2022, new reported cases of COVID-19 in
Orange County surpassed 11,000 cases per day, which
was more than double the daily case rate for the same
period last year.15 APU’s safety services group
communicates with employees diligently regarding
COVID protocols that align with the Occupational
Safety and Health Administration and the Centers for
Disease Control and Prevention guidelines.

Safety: Disabling Injury Rate
COVID-19
Related Injuries

4.21

Occupational
Injuries

1.85
0.58

FY20

Target <= 1

FY21

FY22

Additionally, there were four occupational injuries during the fiscal year that resulted in time away from
work. These injuries included a slip and fall in the office, an eye injury sustained during an electrical
switching operation, debris in an employee’s eye, and a strained back during lifting. Safety Services
investigated these injuries to identify the root causes and improve work practices to prevent
reoccurrence. Safety Services is working with division staff to reduce tripping hazards in the office by
accelerating a carpet replacement project, promoting use of proper safety equipment and other
relevant materials during normal job operations, and developing job safety analyses to allow field staff
to better identify and mitigate hazards within their own activities. Additionally, APU conducts regular
worksite inspections to ensure work areas are safe for employees, provides frequent safety training, and
15

Orange County Health Care agency, https://occovid19.ochealthinfo.com/ July 25, 2022.
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analyzes safety incidents and near-misses to improve on and correct operational processes to mitigate
occupational hazards.
Goal: Meet or exceed industry benchmark for employee efficiency.
Detail: A widely used measure of employee efficiency in the electric utility industry is the number of
retail customers per non-power generation employee. This ratio divides the average number of retail
customers by the number of full-time and part-time employees not involved in the generation of power.
To calculate this ratio, the average number of electric meters in the reporting period is used as a proxy
for the number of electric retail customers. Additionally, to maintain accuracy when comparing this
metric against industry benchmarks, APU prorates employees that are shared with the Water Utility. For
benchmarking against other electric utilities nationally, APU uses the American Public Power Association
(APPA) “Selected Financial and Operating Ratios of Public Power Utilities.”
For the Water Utility, APU uses the same methodology as above, dividing the number of water
customers by the number of full-time and part-time water employees. The number of water meters is
used as a proxy for the number of water customers. Employees that are shared with the Electric Utility,
such as customer service or billing staff, are prorated as part of this calculation. APU uses the American
Water Works Association (AWWA) benchmark to compare itself against other water utilities nationally.
Result: GOAL ACHIEVED. The Electric Utility had 38%
more retail customers per non-power generation
employee than the median benchmark reported by
the American Public Power Association for public
power utilities with 100,000+ customers. The Water
Utility had 30% more water customers for every water
employee than the median benchmark reported by
the American Water Works Association.16

630
486

437
316

Electric Utility

APPA
Benchmark

Water Utility

AWWA
Benchmark

At the end of the reporting period, APU had 352 full-time positions that were 88% filled, and 54 parttime positions that were 74% filled. Compared to the last reporting period, position vacancies have
decreased by 12% as APU fills vacant positions resulting from the Accelerated Separation Program in
2021. While staffing levels may fluctuate throughout the year, APU promotes a culture of high-quality
customer service across the organization.
3

16

American Public Power Association “APPA Selected Financial and Operating Ratios on Public Power Systems. 2020 Data.” Based on
median retail customers non-power generation employees for power utilities that have more than 100,000 customers. American
Water Works Association (AWWA) benchmarking in 2017.
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Goal: Support City Council policies and initiatives, as well as the City Manager’s direction.
Result: GOAL ACHIEVED. During the reporting period, APU supported City Council and City Manager
policies through the following initiatives.
•

Be Water Smart
California is in its 3rd year of a drought, and consistent
with the Governor’s Executive Order in March, City
Council authorized moving from Level 1 to Level 2 of
Anaheim’s water shortage contingency plan. Irrigation
is allowed for three days per week and wasteful water
use is not allowed. APU continues to conduct outreach
through various media channels, and hosts educational
workshops for residents. As recommended by the
Public Utilities Board, targeted outreach to homeowner’s
associations and landscape contractors was conducted.

•

Low Income Home Water Assistance Program
In April, City Council authorized participation in the State’s Low Income Home Water Assistance
Program (LIHWAP). The program allows Anaheim customers affected during the pandemic to
receive utility payment assistance on their past due water and wastewater bill. Customers must
meet the LIHWAP income eligibility, and once approved, a bill credit will be directly applied to
the account.

•

2022 Wildfire Mitigation Plan
During the reporting period, PUB and City Council approved APU’s
updated 2022 Wildfire Mitigation Plan (WMP) – which explains
methods and actions needed to reduce wildfire risks posed by
electrical infrastructure.
The 2022 WMP was updated in
consultation with Anaheim Fire & Rescue and includes information
about the progress on wildfire projects and programs, and how
customers are using rebates to harden their homes against
potential wildfires.

Goal: Foster engagement with Anaheim schools, students, and other

stakeholders to support the community, advance sustainability, and
promote the utility’s programs and services.
Utilities Success Indicators: 1H 2022
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Result: GOAL ACHIEVED. During the reporting period, APU engaged with students and the community
through a variety of events.
Student Engagement
•

CSUF Internship Program
In partnership with Cal State University, Fullerton, in June, APU interviewed and selected two
student interns, Iyana and Jonathan. Iyana is pursuing her Master’s in Communications &
Marketing, while Jonathan is pursuing his Bachelors in Electric Engineering. The interns have
been placed with APU’s Finance, Integrated Resources, Communications, and Electric
Engineering divisions where they will gain hands-on experience, network with staff, and tour
numerous APU facilities through December.

•

Water Conservation Poster Contest
In March, APU invited 1st to 12th grade students from Anaheim to participate in the Water
Conservation Poster Contest. The contest allowed students to convey the importance of saving
water through colorful artwork. Students submitted a total of 300 posters, and APU recognized
two winners from each grade at the Honda Center, awarding them two tickets each to the Ducks
vs. Kings game, as well as Ducks fan gear, and an APU certificate. The winning artwork will now
be featured on APU’s water bottle label.

•

Sustainable Schools Award
APU offered the 2022 Sustainable Schools Award to
two local Anaheim schools for demonstrating
environmental stewardship. The two winning schools,
Adelaide Price Elementary and Schweitzer Elementary,
each received thirty ENERGYSTAR® Chromebooks.
Adelaide Price Elementary enhanced its recycling
program and developed a composting program that
will feed the school garden. Schweitzer Elementary
implemented energy efficiency and infrastructure
upgrades to reduce energy consumption and installed
water bottle filling stations to help reduce plastic
waste.
Additionally, both schools incorporated
sustainability curriculums in the classroom.
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•

High School Scholarship
In March, APU invited Anaheim high school students to
submit an essay for a chance to win a college
scholarship. The essay prompt asked students how they
would positively impact their community through a
STEAM-related career. A panel of APU managers
reviewed essay submissions and selected the following
four students for final interviews with the ad-hoc Public
Utilities Board (PUB) selection committee:
o 1st Place ($5,000): Cintya F. recently graduated from Loara High School and will pursue
a degree in Civil Engineering & Political Science at Chapman University;
o 2nd Place ($4,000): Jack D. recently graduated from Esperanza High School and will
pursue a degree in Aerospace Engineering at Cal Poly San Luis Obispo;
o 3rd Place ($3,000): Yosselin D. recently graduated from Katella High School and will
pursue a degree in Business at California State University, Fullerton;
o 4th Place: ($2,000): Adam G. recently graduated from Canyon High School and will pursue
a degree in Electric Engineering at Cal Poly Pomona.
APU provided these four scholarship recipients with an opportunity to tour a power plant, an
electric substation, APU’s water recycling facility, and receive recognition at a PUB meeting.
Additionally, two of the recipients, Yosselin and Cintya, interned with APU during the summer.

Community Engagement
•

Neighborhood Meetings
During the reporting period, APU held ten
community pop-up events and participated in a
number of neighborhood meetings that were
conducted with Community Services, Anaheim
Police, and Code Enforcement. At these events,
APU staff were available to discuss a variety of
energy and water efficiency programs, including
the Dusk-to-Dawn and Home Utility Check Up,
with local residents. Attendees had the
opportunity to sign up for the programs and
receive free Dusk-to-Dawn light fixtures.
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•

Beach Blvd Sustainability Fair
In April, APU hosted a family-friendly sustainability
fair at the West Anaheim Youth Center.
Approximately 150 attendees had the opportunity
to learn about electric vehicles, and 55 of opted to
test drive the available EVs themselves. Staff at the
event also hosted gardening workshops, shared
information on different energy and water
conservation programs, provided activities for
children, and gave Anaheim electric customers free
Dusk-to-Dawn lighting fixtures.

•

OC Green Expo
In June, APU hosted its 2nd annual OC Green
Expo that attracted approximately 800
visitors, with 145 of them test driving
different electric vehicles that day. Over 40
different vendors were on hand to provide
visitors with information on energy and
water conservation, sustainability programs,
rebates and incentives, as well as waste
reductions and electric vehicles. The expo
also offered workshops throughout the day
on water efficiency and Smartscape Basics,
energy efficiency and duct testing and sealing, EV Myths, and e-waste recycling. There were also
activities to test drive e-bikes, a kid’s zone to plant succulents, face paint & other STEM-related
activities.
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