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PROGRAM SUMMARY

Since May 2022, the partnership with DWSD and 

American Water Resources has serviced over 9,000 

homes in Detroit. Through this partnership currently, 

over 23,890 Detroit homeowners are protected with 

AWR programs as of May 2025. As of May, over $5.3 
million has been paid for repairs to external water 

and sewer residential service lines in Detroit through 

this partnership.

Agenda:

• Partnership Overview

• Partnership Impact

• Service Excellence

• Community Engagement
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GUIDED BY PURPOSE. BUILT ON VALUES.
Mission, vision, and the values that guide us

Our Mission

To create lasting value for our customers and our partners by 

helping homeowners navigate the unexpected, reduce costs, and 

make homeownership enjoyable for all.

Our Vision

To make our products and services accessible to our customers 

and our partners by becoming the most trusted and reliable 

home solutions organization in the market.

Our Values

When our customers need help with home maintenance or repair, 

we are there. Our SUPER values are Successful, United, 

Progressive, Empathetic, and Reliable.



5

AMERICAN WATER RESOURCES OPTIONAL PROGRAMS FOR DWSD CUSTOMERS



PARTNERSHIP 
IMPACT
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Since the program began in May of 2022, we have 

helped Detroit customers cover the expenses 

associated with repairs and replacements caused by 

normal wear and tear of their water and sewer lines.

2024 Claims Paid  ~$2 million

2022 & 2023 Claims Paid  ~$2.6 million

Partnership Claims Paid To Date* ~$5.3 million

PROGRAM IMPACT TO DATE

2025 YTD Claims Paid ~$585 thousand

*As of 5/31

Confidential



8

COMMUNITY IMPACT

Infrastructure Investment: 
9,069 Residential service line issues resolved

708 Water Line repairs & replacements

8,361 Sewer Line cleanings, repairs & replacements

Detroit Based Workforce:
Supporting job creation in Detroit

Contact Center agents – 6 Agents

Contractor Network – 7 Businesses

 Detroit City Limits – 29%

 Detroit Metro – 71%

 Minority Supplier – 43%



SERVICE 
EXCELLENCE
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AWR SERVICE EXCELLENCE
COMMITTED TO OUR CUSTOMERS

23,896 Customers
Active Customers

70% Service Level
Under 30 Seconds

95% CSAT
Customer Claim Satisfaction (CSAT)

20,290 Calls
Uninterrupted 24/7/365 Access

7 Service Providers
Vetted for highest standard of service

$5.3m+ Home Savings
Detroit Sewer and Water Claims

200+ Languages
With Live Multi-lingual Support

AI + Real Time Support
Real-Time Call Guidance

*As of 5/31
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4.8 StarsAverage Overall Rating4

3.0 DaysAverage Time to Service 
Restored3

1.8 DaysAverage Time to be Onsite2

1.3 HoursAverage Time to Schedule1

Service restoration exceeding service level goal of completion within 14 days.

2025 | SERVICE HIGHLIGHTS
CONTRACTORS CONTINUE TO PROVIDE TIMELY SERVICES AND RESTORATION TO CUSTOMERS
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95% 

CSAT

DETROIT HOMEOWNERS TRUST IN AWR PROGRAMS

“John came and checked out the situation  
told me what he was going to do and  took  
care of business in a quick and  in an  
efficient manner and I am completely  
satisfied  with  his work.​”

Lyledonell M.

“Great Customer Service!  Explained 
what was done and how to prevent 
future plumbing problems.  Very 
satisfied with the outcome.”

 James S.

“Provided excellent service. He 
cleaned up after the job and 
explained everything!”

Ruby Z.

“The Technician took time to explain 
everything.  He was very thorough and 
friendly. 

Patrick D.

“The Two techs were very 
professional, polite and patient. I 
asked a lot of questions. They 
stopped to answer all of my concerns.​

 Tania Y.

“The team came in asked a couple of 
questions about the situation I had & then 
they went to work immediately solving my 
problem I would recommend this 
company to anyone that is looking for 
plumbing services.”

 Steven L.



COMMUNITY 
ENGAGEMENT
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• Contractor Network – AWR provided repair/replacement 
work via our existing network of subcontractors, at no 
additional cost to DWSD or the Detroit Community.

• Onsite Contractor Coordination – AWR provided a 
rotation of onsite resources to audit diagnostics and work 
performed, as well as back-office administration of work 
(54 total AWR volunteers) at no additional cost to DWSD 
or the Detroit Community.

• $100 Credit of Program fees for Impacted AWR 
Customers – AWR credited $100 toward the program 
fees of AWR customers impacted.

• City Council Feedback – understanding and 
incorporation into enhanced program education 

• District Community Presentations – 

• 4/2/25 – District 6

• 7/21/25 – District 4

2/17 Beard St. Water 

Main Break 

Emergency Response 

Community 

Education
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• Co branded mailers launched 

March 2025

• Clear covered and not covered 

program highlights

• Prominent language placement 

for multilingual support

• Supplemental program materials 

for City Council and DWSD staff 

based on feedback received

COMMUNITY ENGAGEMENT
TRANSPARENT AND EDUCATIONAL 
CUSTOMER COMMUNICATION

Sample Direct Mail Letter

Educational Program Coverage Resource
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Marketing Improvements

✓ Co-branded Marketing Materials - March

✓ Direct Mail Diagram Clarification Updates – July

✓ Enhanced Direct Mail FAQs – July

✓ Educational Program Coverage One Sheeter

❑ DWSD/AWR Program brochure - July

❑ Testing Clarity of Coverage Details in Marketing - 

November

Customer Experience Improvements

✓ Happy Checks: Text and email to customers 

ensuring customer satisfaction and offering direct 

contact to highly trained team for resolution – 

April 2025

✓ Proactive Repair Advance: Offering pre-

approved upfront amounts when no providers are 

available, allowing the customer to service the 

claim quickly (rare instances) – April 2025

INITIATIVES & INVESTMENTS
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