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Project Description

• Help residential customers manage their utility bills
• Proactively educate customers who may not have been educated on 

rate changes

• Create easy to digest informational tools to educate customers on 
ways to reduce non-essential water usage

• Create a suite of tools available to empower customers to take 
charge of their utility usage



Project Team

• Project Manager: Justin Stroupe 

• Core Working Group:

• Melissa Krause

• Carlos Salas

• Andrew Cummings

• Stephanie Guerra-Hill

• Elias Adame

• Pam Quidley

• Jenna Mathis

• Shanna Wiley

• Kelly Dahlem

• Jacob Cleland

• Jason Theurer

• Mardi Garcia



Data, Data, Data

• In order to create educational tools for our customers, we first 
had to understand how they were using the services we provide 
and what was driving costs.

• Primary drivers or cost
• Weather

• High usage patterns

• Water rate increase



Source: NOAA

https://www.ncei.noaa.gov/news/projected-ranks


% of Customers by Total Bill Amount: 
Summer 2020

45,978 Total 
Customers



% of Customers by Water Use 
Summer 2020

40,145 Total 
Customers





As temperatures 

reach yearly highs 

(July/August) the 

percentage of 

customers in Tier 4 

(>25,000 Gal) also 

reach yearly highs.

During peak demand 

months, a small 

percentage of 

accounts are 

responsible for a 

large percentage of 

usage. In August, 8% 

of accounts used 

34% of all residential 

water used.

NoteCombined Domestic and Irrigation
Average % of Accounts by Usage Tier and % of Usage



Guiding Principles

• Create easy to use tools for customers

• Avoid utility speak where possible

• Simplify

• Be helpful

• Focused primary on water rate education and conservation 



Tools Created

• Customer how to videos
• Accessing Online Account Tools

• Usage Notifications

• Setting Irrigation Timers

• Using NBU Bill analyzer

• Revamped all NBU Rebates
• Updated Rebate Values

• Create new rebate for Comal Master Gardener Landscape Guide



Online Bill Calculator



Simplified Rate Views



• Customer Call Routing Guides
• Process flows
• Documentation for addressing customer calls and concerns

• Processes for addressing customer concerns through social 
media

• Increased Electric, Water and Irrigation Assessment availability 
hours
• Now includes some nights and weekends

Other Tools Created Cont. 



• Created personalized 
informational letter to 
educate customers on 
rate increase impacts 
to their bill.

• Letter to be sent to all 
water customers 
(pending update)

Proactive Customer Outreach



• To include 
neighborhood and 
NBU usage averages

• Forecasted to be 
completed July 2021

Updated Residential Customer Bills




