
EPlans Expected to Simplify Plan Review Process
Beginning October 1, the Department of Planning and 
Permitting (DPP) will require that building permit applications 
for new residential and commercial buildings be submitted 
through the department’s Electronic Plan Review (ePlans) 
system.
 
Currently, applicants have the option of submitting plans for 
review via ePlans, or with the traditional hard copy paper 
plans.  But starting in October, plans for new buildings will 
have to be submitted to DPP through the computer-based 
ePlans program.  The requirement will not include plan 
submittals for master tract homes.
 
According to DPP Director George Atta, EPlans simplifies and 
improves the plan review process.  However, the department 
understands that anything new will cause some confusion 
so they wanted to give people ample notice so they can 
prepare for the change.  The DPP processes an average of 
40 new residential building permit applications and 10 new 
commercial permit applications each month.  There are no 
additional fees for using ePlans.
 
In July 2012, DPP implemented ePlans on a voluntary basis to 
provide a more transparent and efficient permitting process, 
and to save the public and City time and money.  EPlans 
eliminates the time-consuming practice of going to the 
permit counter to submit building plans because applicants 
can file the plans from their computer at their convenience.  
The system also eliminates the need to provide multiple 
sets of plans, and reduces the cost of producing and storing 
the large rolls of paper. More information about ePlans is 
available at the DPP website, www.honoluludpp.org.

City Closes Kailua Satellite Office
The Kailua Satellite City Hall, at 1090 Keolu Drive, will close 
permanently at 4 p.m. on Monday, Sept. 30. The closure is 
a result of the City’s projected budget shortfall for this fiscal 
year.
 
After careful study, Mayor Kirk Caldwell says that the closure 
is “fiscally prudent”.  The Kailua staff will be relocated to 
other full-service locations to decrease the wait time for 
the public,” said Sheri Kajiwara, director of the Department 
of Customer Services. The number of transactions at the 
Kailua office averaged 16 customers per hour, which is low in 
comparison to other Satellite City Halls.
 
The nearest Satellite City Hall at Windward City Shopping 
Center, is a full-service office that provides driver license 
renewal service.  Kailua area customers are encouraged to 
use online services and the mail where possible.  A list of 
Oahu’s Satellite City Halls can be viewed at www.honolulu.
gov/csd/satellite/.

Board of Water Charter Amendment Proposed
Council members continue to receive calls by constituents 
complaining about excessive and incorrect billing from the 
Board of Water Supply (BWS).  Earlier this year, the BWS 
changed their billing cycle from bimonthly to monthly. 
After this change, many homeowners were sent estimated 
bills, some for several billing periods in a row. As a result, 
Resolution 13-177 was introduced to initiate a proposed 
Charter Amendment to allow the City Council to review and 
approve the Board of Water Supply’s operating and capital 
improvement budgets. The resolution will be heard at the 

CITY COUNCIL HEARING SCHEDULE

Wednesday, Sept. 11
9:00 a.m.	 City Council – morning session
2:00 p.m..	 City Council – afternoon session

Tuesday, Sept. 24
9:00 a.m.	 Public Safety and Economic Development: 

Chair Carol Fukunaga
10:30 a.m.	 Parks :  Chair Joey Manahan
1:00 p.m.	 Executive Matters and Legal Affairs:  Chair 

Ron Menor

Wednesday, Sept. 25
9:00 a.m. 	 Budget:  Chair Ann Kobayashi
1:00 p.m.	 Public Works & Sustainability: Chair Stanley 	
		  Chang

Thursday, Sept. 26
9:00 a.m.	 Zoning and Planning:  Chair Ikaika Anderson
1:00 p.m.	 Transportation: Chair Breene Harimoto
2:30 p.m.	 Intergovernmental Affairs and Human 

Resources: Chair Kymberly Marcos Pine

Rail Transit Clears Another Hurdle
The State Historic Preservation 
Division (SHPD) has approved 
the archaeological survey 
reports for the Honolulu rail 
transit project, and cleared the 
way for permit applications, 

moving the project closer to resuming construction in West 
Oahu as early as September.
 
The approval is a major step forward. According to HART 
Executive Director and CEO Daniel Grabauskas, “We are 
now working with the city’s Department of Planning and 
Permitting to submit the necessary permit applications to the 
City Council for their review and approval. Getting back to 
work after the year-long legal delay is essential to completing 
the project on time and on budget ¯ that’s our goal.”
 
The Hawaii Supreme Court ruled last year that the 
archaeological survey work should have been completed 
for the entire rail route before construction in East Kapolei 
began. HART had completed the studies for the first half of 
the alignment from East Kapolei to Aloha Stadium and was 
in the process of completing studies for the remainder of the 
route at the time of the court’s decision. HART temporarily 
halted construction on the project to comply with the 
court’s decision and worked on completing the remaining 
archaeological studies.
 
Working closely with SHPD and the Oahu Island Burial 
Council, HART completed the archaeological fieldwork in 
January, two months ahead of schedule. Workers excavated 
more than 400 trenches along the rail route as part of the 
archaeological study, resulting in reports totaling more 
than 8,000 pages. The archaeological survey reports were 
approved for the entire alignment and applications for the 
project’s Special Management Area Use permit are being 
submitted to the City Council for review and approval.  The 
first 10 miles of the rail system from Kapolei to Aloha Stadium 
is expected to open in 2017, with the full 20-mile line opening 
in 2019.
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Sept. 11 Council meeting. In anticipation, BWS provided 
answers to the most 
commonly asked questions 
by tax payers.

Why did I receive an 
estimated bill?

The standard practice of the BWS is to bill its customers for 
water usage based on actual meter readings collected from 
the meter at their property.   There are occasions on which it 
is not possible to secure a meter reading from the meter:

•	 Environmental factors, such as rainy weather which 
can flood the meter boxes and interfere with the radio 
signal used to pick up meter readings;

•	 Physical objects blocking the radio signal sent from the 
meter, such as a car parked over the meter and objects 
such as construction material, flower pots and even 
portable toilets;

•	 Malfunctioning meters or malfunctioning automatic 
meter reading equipment;

•	 Multiple holidays in a month, which reduces the meter 
readings picked up.

On those occasions when an actual meter reading is not 
secured, the standard practice is for a member of our staff 
to return to the location to assess the problem and manually 
obtain an actual meter reading.
If, for any reason, an actual meter reading is not entered into 
the billing system within a given review period, to ensure 
timely billing the BWS’s billing system will automatically 
calculate an estimate.

Do estimated bills fairly charge me for my water use?
Since water meters continually track usage, when an actual 
meter reading is obtained (such as in a following billing 
period) then the customer’s bill is automatically adjusted.  
This approach is common in the water industry and also used 
by other utilities.

What caused multiple estimated bills?
•	 A series of events occurred earlier this year, resulting 

in the large number of estimated bills:
•	 Malfunctioning automatic meter reading equipment 

resulted in an unusually large number of locations 
where meter readings were not obtained.

•	 The move from bimonthly to monthly billing shortened 
the bill review period that allows for manual 
review of meter readings before they get estimated 
automatically by the billing system.

•	 Not enough staff to manually review the meter 
readings.

•	 The number of accounts requiring manual meter reads 
and manual reviews grew to a volume impossible for 
staff to handle prior to the close of the billing period.  
With no meter readings to use, the billing system 
defaulted to estimate these accounts.

When did the BWS learn of the situation?
Because estimated bills are an accepted industry practice, 
as stated above, the BWS was not aware of the large extent 
of multiple estimated bills until May.  We then immediately 
examined our billing processes, from start to end, to 
determine the cause of the multiple estimated bills and 
promptly started to address the various causes.

What is the BWS doing to address this situation?
We have brought in additional support staff needed to 
review and reduce the backlog of accounts. We are working 
with the billing system implementation team and various 
BWS staff to resolve the issues that caused this to happen.  
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Our actions to address this situation and protect the interests 
of customers who received multiple estimated bills have 
reduced the number of impacted customers.
The BWS understands and apologizes for the inconvenience 
to our customers resulting from the billing estimates.  We are 
reviewing all BWS accounts that have been flagged for review 
to ensure that the customer has been accurately charged 
for only the water used based on an actual meter reading 
taken from his/her meter.  When this is not the case, BWS is 
recalculating each of the bills.  Customers will receive a copy 
of each affected bill and the associated correction, along with 
a letter of explanation.

•	 Customers who were overbilled may receive smaller 
bill or, in some cases, a bill credit. Those desiring a 
refund may receive one by contacting BWS.

•	 Customers who were under-billed may receive a larger 
bill.  These customers may arrange for payment over a 
period of time, with no interest or penalties. Contact 
BWS to discuss arrangements.

•	 Customers who believe their bill still is not correct can 
request a review of their bill history.  If appropriate, 
Customer Service will arrange for the account to be 
reviewed and re-billed.

Do the recalculations also address my wastewater charges 
as well?
Yes.  The recalculated bills also adjusted the wastewater 
portion of your bill for the same period

Who should I contact if I have more questions?
NOTE:  BWS is receiving an unusually high volume of calls due 
to the bill estimates.  Customers can call us at 748-5030, but 
are encouraged to use email (contact us@hbws.org), or to 
mail a letter to or come to the Customer Care Division at 630 
South Beretania St., Honolulu, Hawaii 96843.
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