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What is Equity?
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Our services are currently distributed equally to all customers but each 
customer has different needs.

Equity, for a utility, is offering services and programs that consider all
customer needs, ensuring just, fair and impartial service. 
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LADWP Equity Metrics Data Initiative
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• LADWP Board approved Resolution No. 017036 adopting the LADWP’s Equity Metrics Data 
Initiative (EMDI) in August 2016

1. Track, measure and report on how LADWP programs are provided to all LADWP customers
2. Establishes a framework that helps ensure LADWP provides fair services to all ratepayers

• LADWP Board reaffirmed LADWP’s commitment to equity by approving an additional Board 
Resolution in October 2020
1. Enhance equity metrics through working with internal and external stakeholders to       

ensure programs are reviewed for unintended disparate impacts between groups despite 
purported equal access and treatment

2. Review and expand the current metrics with specific strategies as they related to     
baseline, short-term, mid-term, and long-term performance goals
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Current Equity Metrics Data Initiative
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Equity Core Category Metric
Water & Power Infrastructure 
Investment

1. Water Quality Complaints
2. Water System Probability of Failure & Planned Replacements
3. SAIDI & SAIFI
4. Power System Reliability Program (PSRP) – Pole, Transformer, Cable 

Replacements 
Customer Incentive
Programs/Services

5. Rain Barrel/Cistern/Water Tank Rebates
6. Turf Removal Rebates
7. Tree Canopy Program
8. Commercial Direct Install Program
9. Home Energy Improvement Program
10. Refrigerator Exchange Program
11. Consumer Rebate Program
12. Electric Vehicle Infrastructure
13. Low Income & Lifeline Programs

Procurement 14. LADWP SBE/DVBE Program
Employment 15. New Hire/Promotion Demographics

Reports available at: https://www.ladwp.com/equitymetrics

https://www.ladwp.com/equitymetrics
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EMDI Stakeholders Meeting Plan
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• LADWP Board of Commissioners Vice President Susana Reyes 
spearheaded the interactive EMDI Stakeholders Workshops

• Over thirty organizations were invited and 21 attended
• Meetings were held on January 15th and January 22nd

• Participants were asked to review the current EMDI 
reports in advance of the meeting

• During the meeting an interactive Equity Metrics 
reporting platform was demonstrated
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EMDI Interactive Maps Platform Demo
Applicants Versus Participants
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EMDI Interactive Maps Platform Demo
Low Income Customers in Arrears
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EMDI Interactive Maps Platform Demo
Water Conservation Devices Delivery Method
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Delivery
Mail
Pickup

Release Method
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EMDI Stakeholders Breakout Sessions – Questions
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• In preparation for the workshops, participants were provided 
questions in advance
• Questions for First Workshop

• Do the current programs and metrics resonate with you – are these 
the right metrics?

• What changes could be added to make the equity metrics more 
meaningful in assessing LADWP programs that are provided to all 
customers and residents of Los Angeles in a fair and equitable 
manner?

• Question for Second Workshop
• What are the challenges and opportunities for effective community 

engagement? What metrics can be applied to measure 
communications and community engagement related to the EMDI? 
Please be specific.
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EMDI Stakeholders Breakout Sessions – Gather Feedback
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• Attendees were divided into smaller working groups to 
facilitate meaningful conversation

• Each working group had a facilitator and a spokesperson 
to take notes. Group feedback was recorded in Miro (an 
online visual collaboration whiteboard)

• Feedback from each group was collected and 
summarized

• Notes from each working group was shared with all 
attendees
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Sample EMDI Breakout Group Discussions and Notes on Miro
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EMDI Stakeholders Recommendation (Areas of Focus)
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• Stakeholder input was summarized into the 
following major areas of focus:
• Improve EMDI Communications
• Enhance EMDI Metrics, Tracking, and Reporting

• Evaluate the Existing Fifteen (15) Equity Metrics and 
the Four (4) EMDI Categories for Possible 
Modifications

• Formation of the EMDI Working Group
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Stakeholder Recommendations to improve EMDI 
Communications and Engagement
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• Establishment of an ongoing EMDI Working Group consisting of the following 
stakeholders

• Community Stakeholders
• LADWP Program Managers
• LADWP Corporate Performance

• Improve the tracking, branding, and marketing of Equity Metrics
• Purpose of Equity Metrics
• Impacts on community

• Be mindful of the digital divide
• Selection of communication channels
• Selection of communication languages
• Publish information materials in several languages
• Partner with community organizations who know constituents best
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Electric Vehicle Metric Dashboard 
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Stakeholders Recommendations to Enhance the EMDI 
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• Addition of Racial Equity Category for the EMDI Initiative
• Improve the Purpose and Impact Description of each Equity Metric
• Report on the End-to-End Application Processing Timeline 

• Report the total time from application submission to delivery
• Report on the backlog at the various stages of the application process 

• Report on Target Market Penetration Levels for Each Program or Service
• Report the dollar value of the program for each community based on Zip Codes
• Cross market programs

• Identify if applicant qualifies for more than one program –one stop shop
• Work with other utilities for cross promotion 
• Identify areas where CBOs can assist in the customer issue areas for resolution 

(e.g. rebates, late payments, low-income discounts) and for 
outreach/marketing and delivery of the programs
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Next Steps
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• Evaluate and recommend the modification, addition, 
or deletion of Equity Metrics to the Board based on 
stakeholder input and feedback within 90 days

• Evaluate feasibility of adding new Equity Metrics
• Determine the Availability of Data Sources with Program Manager(s)
• Seek input from OPA and Stakeholders
• Make formal recommendations

• Formation of the EMDI Working Group with in 90 days
• Establish the structure and goals of the working group
• Determine the participants, scope of work, process, and frequency of the 

meetings
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Appendix
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Stakeholder Outreach Meeting Process
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• Stakeholder Outreach by Commissioners Vice President Reyes 
• Survey to determine the best time for meeting
• Email from Commissioner Reyes to inform everyone of the upcoming meeting
• Phone calls from Corporate Performance to remind everyone of the meeting

• List of people – invited and attended
• Stakeholders that were invited
• Stakeholders that attended
• LADWP Directors and program managers
• Mayor’s Office
• Office of Ratepayer Advocate
• Corporate Performance

• Summary and Notes from First Meeting
• Summary and Notes from Second Meeting
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Organizations Invited to the January 15 and January 22, 2021 
Stakeholders Working Group Meeting
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1. Asian Americans Advancing Justice Los Angeles 18. Little Tokyo Service Center
2. Asian Pacific Policy and Planning Council (A3PCon) 19. Los Angeles Brotherhood Crusade 
3. CA Environmental Justice Alliance 20. MARAVILLA Foundation
4. CA Housing Partnership 21. Mobility Development Group
5. California Workforce Development Board 22. Natural Resources Defense Council 
6. Climate Resolve 23. Neighborhood Council Sustainability Alliance
7. Coalition for Clean Air 24. Pacific Asian Consortium in Employment
8. Community Coalition 25. Pacoima Beautiful
9. Community for a Better Environment 26. Pilipino Workers Center
10. East L.A. Community Corporation 27. Salvadorean American Leadership & Educational Fund (SALEF)
11. Food and Water Action 28. Sierra Club
12. Greenlining Institute 29. Strategic Actions for a Just Economy
13. KIWA 30. T.R.U.S.T. South L.A.
14. L.A. Waterkeeper 31. The Greenling Institute
15. LAANE and RePower L.A. 32. U.S. Green Building Council
16. Liberty Hill 33. WeTap

17. Mayor’s Office
34. LADWP Directors and Program Managers
35. Office of Public Accountability
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Attendees of the Stakeholder Working Group Meetings Held 
on January 15 and January 22, 2021

20

1. Brotherhood Crusade
2. California Housing Partnership
3. City of Los Angeles
4. Climate Resolve
5. Coalition for Clean Air
6. CWDB (California Workforce Development 

Board)
7. Greenlining
8. LAANE (Los Angeles Alliance for a New 

Economy)
9. Liberty Hill
10. NCSA (Neighborhood Council Sustainability 

Alliance)
11. NRDC (Natural Resources Defense Council)

12. PACE LA (Pacific Asian Consortium in 
Employment)

13. Pacoima Beautiful
14. SAJE - Strategic Actions For a Just Economy
15. Salvadoran American Leadership and 

Educational Fund
16. Scope LA
17. Sierra Club
18. Trust South LA

19. Mayor’s Office, OPA, and LADWP Directors 
and Program Managers

20. Office of Public Accountability

21. T.R.U.S.T. South L.A.
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High Level Summary from First Meeting
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• Better segmentation of customers to understand the characteristics of customers who have trouble 
accessing the various programs and to understand the reasons behind the low participation in those 
programs.

• Track application processing timeline for rebates and discounts. 
• Cross market LADWP Programs and Services and report on market penetration levels.
• More transparency and easy data/visual access for stakeholders on the following fronts – Procurement 

projects, GHG savings, COVID impact on communities, single vs. multi family households, identification of 
missing customers from various programs and their characteristics, workforce details (levels, geographic 
distribution, ethnic background etc.) 

• More detail on impact of tracked metrics, beyond uptake and operational elements. 
• Digital divide – differences in how communities are accessing information and registering for programs.
• Promotion of programs in more languages.
• Special focus on programs geared towards disadvantaged communities and transparency on what is 

being done to identify the potential customers who miss out. Total amount of rebates provided in each 
zip codes. Collaborate with other programs in Southern California (with other CBO’s and utilities)

• Focus on equity among various ethnic and racial diverse groups in procurement and employment 
opportunities – first step being understanding the existing challenges and lower representation of these 
groups. Promote local hires. 
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EMDI Breakout Group Notes on Miro – Group 1
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EMDI Breakout Group Notes on Miro – Group 2
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EMDI Breakout Group Notes on Miro – Group 3
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EMDI Breakout Group Notes on Miro – Group 4
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EMDI Breakout Group Notes on Miro – Group 5
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High Level Summary from Second Meeting
Customer Engagement
• Expand channels and languages, communications and 

engagements - both passive and active means, e.g. ads 
in magazines, newspapers, bulletin boards, flyers, radio 
advertisement, Facebook, Whatsapp

• Streamline application process – self-verification or auto-
enrollment

• Customers should have the ease of reaching out at hours other 
than their normal working hours. There are also tactical issues 
for those who move around often and perhaps account 
ownership was not transferred (e.g. for multi-family 
residences)

• One of the metrics can be the number of contacts it takes 
to get a customer from contact to enrollment; new 
enrollments should be mapped out geographically.

• Other but important: Prop 28 (water cost-based rates) and 26 
(power) pose fairness questions and should be discussed.

• Technology access: partner with libraries and schools. 
Education on applications and accounts, also reduce 
program/process complexity.
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Workforce Development
• Outreach to schools and colleges to inform and educate 

about environmental jobs; Also educate on the nuances 
of job search, application process and other details to 
help communities with finding jobs & advance gender equity.

CBO Engagement
• Community outreach taskforce should be created that shall consist of 

members from various CBOs. This shall help keep grantees separate 
from the outreach team and shall help increase participation.

• More involvement of CBOs in initial program design discussion 
Leverage strong ties between CBOs and community to improve 
program delivery; also helps to dispel mistrust especially in 
communities of color

• Workshops have been great avenues to get feedback; Should have 
workshops on a semi-annual basis before changes are implemented 
presentation to the board.

• Open access to program data can be very useful for CBOs and help 
improve program performance in the long run; Tableau dashboards 
should be shared more publicly.

• Dispel mistrust in communities of color which could present 
communication challenges, this is where CBOs can be an asset as they 
are in a position of trust and can be on the ground (e.g. those with 
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EMDI Breakout Group Notes on Miro – Group 1
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EMDI Breakout Group Notes on Miro – Group 2
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EMDI Breakout Group Notes on Miro – Group 3
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QUESTIONS? 
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