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Utility & Customer Advocacy Group Collaboration 

Stakeholders 
• Customer Advocacy Group 
• Discount Steering Committee 
• Austin Energy 
• Austin Water 
• Other City of Austin Utilities 
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Areas of Focus 
• Payment Arrangement Policy 

Revision (Completed) 
• Customer Service Training for 

all agents (Completed) 
• Arrearage Management 

Initiative (In Progress) 



Initiative Design 
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Criteria Option 1 (Selected) Option 2   

Active Residential Accounts Electric, Water/Wastewater and 
other City of Austin services 

Electric and other City Of Austin 
services (No Water/Wastewater) 

Customer Assistance Program 
(CAP)  

Present Discount  
Participants only 

Past and Present Discount  
Participants only 

Debt Range $1750 - $3000 $1000 -  $3000 

Length of Program Up to 36 months Up to 36 months 

Enrollment in Budget Billing     

Ineligible for Payment 
Arrangement     

Education Class     

Weatherization Services     

Auto Enrollment     

Self Enroll Optional Optional 

Starting in 2017 and ending in 2020, Austin Energy will match a portion of a participating 
customer’s Electric monthly payment (allocated toward Electric Usage). 



Initiative Design 
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50%  
of Customer’s Electric 

Payment applied toward 
Electric Service 

Current Activity / Charges 

Austin Energy matches this 
amount (Community Benefit  

Charge funding) 
 to satisfy  Electric Service 
Current Activity / Charges  

50%  
of Customer’s Electric 

Payment applied toward  
Arrearage Balance 

Customer pays the Total Amount Due 



Eligible Accounts 
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Decrease since January 
• Accounts Ineligible for Auto-Enrollment in Discount Program  
• Inactive Accounts  

– Customer stopped services  
– Disconnected for Non-Payment 

• Accounts no longer within the debt range 

Option 1  
(Selected) 

Option 2 
 (with expanded debt range) 

January 2016 930 814 

November 2016 533 340 



 CAP Customer Debt for Active Accounts: Electric, Water/Wastewater and COA Services 
 

Eligible Accounts 

6 

Managed through 
Payment Arrangements 

Arrearage Management  
Initiative 

Specialized Account 
Management 

Debt Range $.01 - $500 $501 - $1,000 $1,001 - $1749 $1,750 - $3,000 $3,001 - $5,999 $6,000+ 

Accounts 17,608 2,793 1,100 533 257 74 
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Next Steps 

• Continue to work with Customer Advocacy Groups 
on key decision points 
– Selection of Option 1 or 2 
– Agreement reached on implementation of Option 1  

• Build and Test in Utility Billing System 
• Austin Water to establish funding mechanism (FY18) 
• Future planning for Customer Assistance Program 

funding and enrollment 
• Austin Energy Arrearage Management Initiative 

ending in 2020 
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Questions? 

 
 

Thank you! 
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