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AGENDA TITLE:   Discussion and direction to staff, with possible action on 
various utility and customer service policy changes. 

 
 
 
1. BACKGROUND/HISTORY - STAFF HAS BEEN OPERATING UNDER VERBAL POLICIES 

FROM MULTIPLE ADMINISTRATIONS AND WISHES TO OBTAIN A FORMAL POLICY FOR ITS 
UTILITY CUSTOMER SERVICE REGULATIONS.  SEVERAL POLICY RECOMMENDATIONS 
ARE PROPOSED TO PROVIDE MORE RESPONSIVE CUSTOMER SERVICE AND MORE 
LENIENT POLICIES WITHOUT GREATLY IMPACTING COLLECTIONS. 

 
2. FINDINGS/CURRENT ACTIVITY – A SPREADSHEET LISTING UTILITY CUSTOMER 

SERVICE ISSUES STAFF WOULD LIKE TO HAVE ADDRESSED FOLLOWS.  SOME POLICIES 
HAVE BEEN OBTAINED FROM OTHER UTILITY AGENCIES WHILE SOME ARE UNIQUE TO 
THE CITY OF LLANO. 

 
3. FINANCIAL IMPACT –   THERE IS THE POTENTIAL OF INCOME REDUCTION FOR SEVERAL 

PROPOSED POLICIES. 
 
 

4. ACTION OPTIONS/RECOMMENDATION –    Develop a consensus for each of the 
policy issues and vote to approve the final outcome. 
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 UTILITY CUSTOMER SERVICE POLICY ISSUES

Issue Current policy Consider

Penalties
Waiver for penalty for over 60 no waiver Texas Utilities Code policy- waiting on TPPA guidance
waiver for penalty for first occurrence no waiver wave if no penalties in last 12 months with at least 12 month history
postmarks don't use continue not to use -some envelopes don't have ie Arrowhead Bank bill pay
waiving penalty with pledge of assistance no waiver wave penalty if Hill Country Community Action pledges payment-takes up to 45 days

Service Application
permission to reside at address rental agreement or deed/closing papers make official; have landlord verify persons with permission to live at address
owing old bill and living under another's account no policy require all responsible adults be listed on service application and all past due bills be paid or make pmt arrangement
Utility Service Agreement list next of kin not required next of kin not residing at address to help emergency service personnel
additional deposit requires no late payments during previous consecutive 12 months allow one late payment  in previous 12 months
credit report to waive/reduce deposit can request remove-no exact criteria established for credit score. Would need to spend $ 105 to set up account with agency + $200/year.

Account Maintenance
credit card payments over phone yes require customers to use special phone #; service - no additonal cost to City
disconnects over the phone yes require to be made in person, by fax, or by email for documentation
Garbage service waived if proof of nursing home residency or multiple electric services make official
leak forgiveness limited to 3 months with proof of repair make official and require one year's history to be eligible
prorate services for connects and disconnects sewer and garbage are prorated prorate base charges for water, sewer, and garbage
Sewer averaging exclude City installed water meters for irrigation use only make official; discuss similar policy for swimming pools

Disconnect for non-pay
Disconnect days not on Friday or if temperature is below 40 or above 100 degrees make official; none on Friday or if temperatures are forecasted to fall below____  or above _____ 
reconnect add fee to next month's bill make official
payment plan pay balance over average of one  high summer or winter bill over 3 months total 

current bill must be paid in addition to short pmt balance
(Customers are not eligible for budget billing if there are more than 2 late payments)

accept utility payments from non account holders yes, but may violate confidentiality direct payee to telephone or online pay-will require knowledge & acceptance of account holder

Water customer shut off policy for taps only if water is is turned off- require installation of customer cut-off to turn back on

Sewer customer clean outs policy for taps only if sewer stop and no customer clean out, a plumber must install at house before City addresses stop

Sewer base charges
small commercial sewer base rate $84 all commercial vs. $68 for residential add small commercial category with $68 base 237 sm com*$16*12 mo = 45,504$  lost revenue

# of minimums for water & sewer one per residential unit.  Option for locking cut-off valves make official - affects garage apartments
Marble Falls-RV parks & hotel rooms - % of base/space or room

 schools, nursing home, hospital,churches $/fixture
strip centers - each business pays base

San Antonio-commercial sewer charges are based on water meter size
"amount billed shall cover cost to provide service"  i.e. Law Enforcement Center

Granting City privileges if not in good standing no policy require customer/contractor to be in good standing with City before granting privileges/awarding contracts 
i.e. outstanding utility account balances should be paid before park can be reserved
i.e. outstanding utility account balances should be paid before contracting for goods or services

KEY:
added to spreadsheet dated 4-2-18
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