


Aqua Pennsylvania Consumer Education and Outreach Plan 

2025/2026 Annual Report & Plan 

General Purpose:   

 To provide a multi-pronged approach to consumer education with the goal of increasing 

awareness of Aqua’s income-based programs and connecting eligible populations to enrollment.   

 To reach eligible customers, particularly those who are payment troubled or have very low 

income.   

 To develop partnerships with other utilities and community social service agencies to connect 

eligible customers with the resource of Aqua CAP.   

 

Development of Outreach Goals  

In 2025, Aqua worked closely with its stakeholders in the Aqua Assistance Collaborative (AAC) 

to set outreach goals.  These outreach goals fell into two main categories: 1) affirmative 

customer outreach and 2) general outreach improvements.   

The first step in affirmative outreach was to review the zip codes served by Aqua PA and 

identify those with the highest levels of low-income households.  Aqua PA identified the top 20 

zip codes for outreach and use these Top 20 zip codes to track and report to the AAC on CAP 

saturation levels.  These zip codes also inform placement of advertising through promotional 

efforts, including digital ads and traditional ad formats, such as billboards.   

 

The established goals are: 

 

 



 

 

The Company reports to AAC at its quarterly meetings regarding progress, not only in improving 

CAP participation, but also in meeting these specific goals.  Some important changes made in 

2025 as a result of these established goals were: 

 Screening callers establishing new service for CAP eligibility 

 Adding CAP information to collections notices to encourage participation 

 Initiated an direct call transfer process from Aqua’s contact center to Dollar Energy Fund 

for customers who are screened and appear eligible for CAP. 

 Increased the number of local social service agencies available for CAP applicants. 

 Initiated a co-branded CAP outreach campaign with PECO. 

 

General Audience Education & Outreach Activities  

Examples of promotions provided as an attachment to this report.   

Activity Frequency 

Bill Inserts At least once annually 

Website program information Available 24/7 

Social Media Advertisements Periodic promotions to increase awareness. 

Promotional Advertisements (Counties:  
Delaware, Montgomery, Northumberland, 
Mercer) 

Periodic promotions to increase awareness 

Community education Posters/handouts provided to schools, churches and 
social service agencies.  

 

 

 



Annual Training/Community Education Opportunities 

Association Training/Support 2025 Update 

Resource Fairs  Held throughout the service 
territory on various dates.  Aqua 
staff will answer 
questions/distribute information.   

See attached report of 
attended events. 

BeUtilityWise  Annual participation in planning, 
program development and 
presentations to attendees 
regarding Aqua CAP.   

Aqua participates in the 
Harrisburg and 
Philadelphia area 
events.   

 

Special Needs/Limited English Proficiency  

 Outreach materials (posters/handouts) are prepared in both English and Spanish translations.  

We will also provide materials in other languages if we find a need for a particular population in 

a particular area.   

 Support to vulnerable customers provided by CARES representatives when customers are having 

difficulty understanding and/or completing steps to enroll in CAP.  Dedicated phone line and 

email address (AquaCAP@aquaamerica.com; 412-208-6818) 

CAP Enrollment Methods 

Method Availability 

Self-service online application Available 24/7 at  
https://www.hardshiptools.org/MyApp/ 

Via telephone  Monday through Friday from 8 a.m. to 4:30 p.m.  
Customers can begin the application process and 
learn how to submit the required documentation 
to complete their enrollment. 

Dollar Energy Fund Screening Agency Applications by appointment with local agencies. 

Assistance of Aqua Team Customers requiring support to apply for CAP can 
work directly with Aqua’s team to complete the 
process.   

 

Ease of Enrollment Efforts 

 Online application available at: https://www.hardshiptools.org/MyApp/. 

 Income documents can be submitted via upload, fax or US mail.  

 Zero income form available via telephone and the online application.   

Consumer Education & Outreach Plan Updates 

As Aqua’s programs are still in their early years, establishing connections within the social service 

community and engagement from stakeholders will be important to building up the number and variety 

of outreach efforts and materials.  In order to ensure the continued development of the CEOP receives 

appropriate attention, the Company continues to work with its advisory group whose members include 

representatives from the Office of Consumer Advocate, Pennsylvania Utility Law Project, PA PUC Office 



of Investigation & Enforcement, Bureau of Consumer Services, Office of Communications and social 

service agencies.    

2026 Aqua Assistance Collaborative Meeting Dates: 

 February 18 

 May 20 

 August 19 

 November 18 

2026 Focus Areas 

 Continue to pursue outreach goals established with AAC input. 

 Targeted outreach to recently acquired systems:  Beaver Falls Wastewater, Greenville Water 

and Wastewater. 

 Build out Aqua PA’s presence on PA Navigate to increase awareness and referrals from medical 

providers and other agencies or individuals seeking utility support for their clients. 

 Increase participation in Aqua PA’s leak repair program to reduce utility bills caused by water 

leaks. 

 Launch PECO co-branded campaign via email and distributed materials at local community 

events. 



Date Location Type (event/materials) Notes

11/26/2024 Delaware County Presentation to Unhoused Working Group
100 attendees (legislative representatives, councils, social 
service agencies, state & federal office holder staff)

3/19/2024 Philadelphia BeUtilityWise
Over 130 attendees representing social service agencies, 
legislative reps, state office staff and utilities

6/11/2025 Mercer County Distribution of Aqua flyers @ Mercer County Landlord/Tenant Event 100 flyers were porvided

7/15/2025 Mercer County Mercer County Housing Coalition
Speak to housing coalition group regaridng programs/leave 
flyers

9/18/2025 Delaware County Senator Tim Kearney & Rep Heather Boyd Senior Fair

11/26/2024 Delaware County Presentation to Unhoused Working Group
100 attendees (legislative representatives, councils, social 
service agencies, state & federal office holder staff)

3/19/2024 Philadelphia BeUtilityWise
6/11/2025 Mercer County Distribution of Aqua flyers @ Mercer County Landlord/Tenant Event 100 flyers were provided

7/15/2025 Mercer County Mercer County Housing Coalition
Speak to housing coalition group regaridng programs/leave 
flyers

9/18/2025 Delaware County Senator Tim Kearney & Rep Heather Boyd Senior Fair
12/17/2025 Community Utility Fair In person CAP

1/30/2025 Community Utility Fair In person CAP
3/27/2025 Community Utility Fair In person CAP
3/11/2025 Community Utility Fair In person CAP
6/14/2025 Flag Day In person CAP

45828 Juneteenth Sneaker Ball In person CAP
45895 Community Outreach In person CAP
45918 Senior Expo In person CAP

8/7/2025 Mailing of Aqua Flyers and Posters
Sent outreach material via mail to state reps that serve 
among Aqua PA's top 20 zip codes

8/7/2025 Mailing of Aqua Flyers and Posters
Sent outreach material via mail to state reps that serve new 
acquisitons of Aqua (Shenandoah & Greenville)

8/13/2025 Monaca- Beaver Co. St. Vincent de Paul , Beaver County  Monthly mtg.  Provided flyers

8/19/2025 Meeting with Chief of Staff at Office of State Rep. Nancy Guenst
Reviewed Aqua assistance programs with Chief of staff 
Megan Griffing - Shelly, and discussed future collaboration.

8/27/2025 Mailing of Aqua Flyers and Posters
Sent outreach material via mail to state reps that serve 
Aqua customers

10/1/2025 Mailing of Aqua Flyers and Posters
Sent CAP flyers, tear-off posters, and Leak Repair index 
cards to Mercer County Assistance Office

10/21/2025 Virtual Meeting Presentation to PA Dept. of Community & Economic Development

110+ attendees and all members will receive slide deck as 
well (300+).  Promoted Aqua programs and offered 
coordination of conservation and leak repair services.

Ongoing Field personnel delivering CAP doorhangers when posting 3 day notices
Ongoing CAP info provided to all informal complaint filers

11/21/2025 BeUtilityWise Presentation to social service agencies and other stakeholders
In addition to presentation, distributed flyers and 15 tear-
off posters to agencies. 
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Aqua Pennsylvania 2025-26 CAP Campaign Overview 
Prepared for 2026 Outreach and Education Plan – PUC Filing 

April 2026 
 
Campaign Overview 
The Aqua Pennsylvania Customer Assistance Program (CAP) campaign employs a 
multi-channel approach built on an expanded foundation of digital targeting and direct 
customer outreach — ensuring eligible customers are reached with greater precision, 
frequency, and relevance across Aqua Pennsylvania's service territory. 
 
In 2025-26, the campaign scaled its reach through advanced paid digital advertising, 
smarter audience targeting designed to connect with income-qualified households, and 
a more robust email outreach strategy that puts program information directly in front of 
the customers who need it most. These expanded tactics move beyond broad 
awareness and into real, measurable action — reducing barriers and making it easier 
than ever for customers to access help. 
 
The cornerstone of this effort is connecting eligible customers with the resources Aqua 
Pennsylvania has built to support them — including enrollment in the Customer 
Assistance Program (CAP), access to Aqua Aid, and awareness of the Leak Repair 
Assistance Program. By strengthening its digital presence and creating more direct lines 
of communication, the campaign helps ensure that no eligible household goes without 
the support available to them. 
 
This integrated approach focused on: 

 Educating customers about assistance programs and available resources 
 Driving enrollment in customer assistance programs 
 Building community trust through transparent, accessible communication 
 Leveraging multiple communication channels to meet customers where they 

are and reinforce key messages  
 

Purpose of this document: To provide a summary of the planned advertising and 
outreach activities to be executed by Aqua Pennsylvania and Vault Communications for 
2025-26.  
 
An overview of advertising tactics, customer engagement channels, and marketing 
materials developed is included in the sections below: 
 

 General Audience Education & Outreach Activities 
 Customer Email Communications 
 Marketing Materials & Collateral Developed 
 Key Results  
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General Audience Education & Outreach Activities 
 

Activity Details 
Website 
Program 
Information 

Program pages on AquaWater.com maintained and updated to 
streamline the customer experience and journey to learn more and 
apply. Digital advertising directs customers to these resources, 
available 24/7, to self-screen for CAP, the Leak Repair Program, Aqua 
Aid, and complete form submission for a free conservation kit.  
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Activity Details 

Paid & 
Organic 
Social 
Media  

Targeted paid social media campaigns executed across Meta 
(Facebook & Instagram), Paid Search, YouTube, Nextdoor, and 
Connected TV (CTV) and content syndication platforms, geotargeted 
to reach income-eligible customers across Aqua Pennsylvania's high-
need service areas. 
 
Multi-season creative aligned with CAP enrollment periods, 
conservation messaging, and leak repair assistance. Organic social 
posts reinforce paid messaging and drive ongoing program awareness 
year-round. 
 

 
 



 4 

 
 

 
 

 
 

 
 
 

Activity Details 

Display & 
Search 
Advertising 

Digital banner ads placed on local news sites and online platforms. 
Search advertising campaigns target key program-related search 
terms to reach customers actively seeking water bill assistance and 
affordability resources. 
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Activity Details 

Earned 
Media & 
Media 
Relations 

Press release distribution and media pitching to secure editorial 
coverage in local and regional publications year-round. Targeted 
outreach to local media outlets supporting CAP and Aqua Aid 
awareness. Op-ed and letter-to-the-editor placements to reinforce 
Aqua Pennsylvania's commitment to affordability and customer 
assistance. 
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Activity Details 

Traditional 
Advertising 

Connected TV and billboard advertising (planned for 2026) — support 
CAP enrollment and Aqua Aid awareness. Emphasis on reaching 
lower-income households in high-need areas across the service 
territory. 
 
Video Ads: 
 

 
 
 
 
 
 
 
 
 

https://www.youtube.com/watch?v=VTx-oLrpBlo
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Customer Direct Communications 
 
Customer 
Emails 

Targeted email campaigns promoting CAP enrollment and assistance 
program awareness. Messaging includes eligibility overviews, 
enrollment steps, and direct links to AquaWater.com program pages. 
Deployed throughout the campaign to align with key enrollment and 
seasonal moments. 
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Marketing Materials & Collateral 
 
Flyers 
 
 
 

Program information sheets and educational handouts distributed at 
community events, resource fairs, agency office hours, and partner 
locations across the service territory. Available in English and Spanish. 
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Bill 
Inserts & 
Postcards 

Print-ready bill insert and postcard designs distributed to Aqua 
Pennsylvania customers via monthly billing statements or direct mail. 
Seasonal versions developed for CAP, the Leak Repair Program, and Aqua 
Aid. 
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