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The Department of Water and Power (DWP) has spent much time and scarce funds
attempting to explain to the citizens and customers it serves how to reduce utility use. There are a
variety of unnecessary duplications and expenses that could be reduced or eliminated in DWP's
billing procedures. In addition, the DWP can do a much better job of simplifying the bills and
explaining to its customers what each charge pertains to. Specifically, key billing issues that
should be addressed are as follows:

• Two bills are sent to each residential customer, one for electricity and one for water,
requiring paper and postage for two separate bills;

• Two separate account numbers, including unexplained code numbers, make it difficult
for customers to understand what account numbers to use in paying the bills. Simplified
customer account numbers could address this issues as well as encourage the use of
internet banking to reduce paper and mailing costs;

• Better explanations of billing terms and charges such as:

o "Private Water Meter";

o Customer Access Number or "CAN";

o "Constant";

o "Corrected Bill"; and

o Solid Resource Fee and Sewer Service Charge.

• Bills are filled with difficult to understand inserts/information, some of it duplicative and
unnecessary. For example, water conservation inserts and advice are included in the
electric bill. Additionally, inserts associated with historic uses are highly confusing. If
easy to understand inserts were utilized, then the Department's information may be more
effectively conveyed.

Given these issues, the DWP should fully examine its billing procedures and seek
improvements. In this manner, the DWP may encourage greater efficiency in its billing system,
including better understanding of the bills and related information by its customers, and a
reduction in costs.

I THEREFORE MOVE that the Department of Water and Power report to the Council in
30 days on its billing procedures, use of account numbers and bill inserts, and improve customer
understanding of billing terms and charges in order to obtain efficiency reduction in costs and
build greater trust among customers.
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