
Administrative Review 

HIGH VOLUME WATER QUESTIONS 
 Do you have an irrigation system?  
 Has the system been checked for leaks 

or any plumbing repairs? 
 How often does the irrigation system 

run? 
 Is there a pool/spa? 
 New landscaping? 
 Plumbing repairs? 
 Do you hand water?  
 Is there a pool at the property and was 

it filled?  
 Do you have a pool auto filler?  
 How many people at address? 
 New water consuming appliances at 

the property?  

Customer  contacts the 
Utility Contact Center 
(UCC). UCC Staff works to 
resolve the issue. 

CSM reviews usage, reads 
and field activity history.   
If a water leak or re-read  
has not been completed, 
one may be issued. 

CSM asks a series of High 
Water Volume questions to 
analyze the issue and 
determine the best 
recommendation. 

RECOMMENDATIONS MAY INCLUDE: 

• Water Leak Adjustment Process, if a leak is identified at the property 

• Irrigation Audit, if customer qualifies  

• High Volume Water Bill Adjustment Application, if customer qualifies 

• Request for an Administrative Hearing 

Unresolved issues are 
escalated to the Customer 
Solutions Management 
(CSM) Team. 
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Customers who contact COA Utilities with High 
Bill Concerns will go through an Administrative 

Review process. 
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High Volume Water Bill Adjustment 

The Customer Solutions 
Management (CSM) Team 
receives a High Water 
Volume Bill Adjustment 
Application. 

CSM reviews usage, reads 
and field activity history.   
If a water leak or re-read has 
not been completed, one 
may be issued. 

CSM reviews High Volume 
Water Questions (included 
in the application).  
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An application can be sent to a customer, or 
the customer can obtain it directly from Austin 

Water website, without calling the Utility 
Contact Center.  Applications are received via 

mail, email and fax. 

CSM determines eligibility 
based on criteria outlined in 
the Utility Service 
Regulations (15-9-142). 

If the customer is eligible, 
the Adjustment is applied 
and a revised bill is 
generated. Adjustment decisions  are considered final and 

are not eligible for Administrative Hearings. 
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