CITIZENS' WATER ADVISORY COMMITTEE
(CWACQC)
Bill Redesign Ad Hoc Subcommittee

CITY Of Monday, October 26, 2015, 11:00 a.m.
Director’'s Conference Room
Tucson Water, 3" Floor
310 W. Alameda Street, Tucson, Arizona

Summary Minutes

Roll Call/Call to Order
The meeting was called to order by Subcommittee Chair, Chuck Freitas, at 11:01 a.m. Those
present and absent were:

Present:

Chuck Freitas Chairperson - Representative, City Manager
Mark Stratton Representative, City Manager

Catlow Shipek Representative, City Manager

Mark Taylor Representative, City Manager

Bruce Billings Representative, Ward 3

Absent:

None

Tucson Water Staff Present:

Melodee Loyer Water Administrator

Scott Clark Deputy Director

Christine Rodriguez Water Administrator

Fernando Molina Water Program Supervisor
Nancy Gradillas Lead Financial Accountant
Cheryl Avila Water Operations Superintendent
Jane Slama Water Operations Superintendent
Candice Rupprecht Public Information Specialist
Johanna Hernandez Staff Assistant

Kris LaFleur Staff Assistant

Others Present:
Brian Wong Representative, City Manager (not a member of subcommittee)

Announcements — No action taken.
Call to Audience — No action taken.

Review and Approval of September 22, 2015 Meetin g Minutes — Subcommittee Member
Billings motioned to approve the Meeting Minutes of September 22, 2015. Chairperson Stratton
seconded. Motion passed unanimously by a voice-vote of 5-0.

Modification of Meter Read Cycles — Tucson Water staff member Johanna Hernandez
addressed specific concerns regarding modification of the Meter Read Cycles, continued from
September’'s meeting. In review, the current meter read cycles can allow for usage outside of
the billing period, adversely affecting the calculation of the winter-quarter average for certain
cycles. To correct for this, TW plans to condense the read dates outside of the billing period
into the billing period. Some overtime will be necessary to achieve and maintain this alignment
within the target number of days in a cycle. Aligning the meter read cycles as planned will
alleviate the Utility’s effect on the winter-quarter average. The overtime necessary for achieving
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and maintaining alignment is already budgeted, and the Utility feels this is modification is worth
the overtime.

6. Bill Mock-Up Options — Tucson Water staff member Johanna Hernandez reviewed the two bill
mock-ups that were produced based on the requests of the Subcommittee members.
Differences between the two mock-ups were reviewed in depth. Staff clarified the breakdown of
specific charges on page two of the mock-ups. It was reported that Administrative Service Fees
and PILOT fees are not calculated by service or usage and so cannot be represented on the
customer’s bill as a separate fee. It was agreed that these mock-ups comprehensively
represent the ideas of the Subcommittee. The Utility will consider how to present a pared down
version of the mock-ups for Focus Groups, who will have the current bill to consider, along with
any mock-ups staff provides. Candice Rupprecht, on behalf of Conserve 2 Enhance (C2E),
spoke to the Subcommittee about their ideas for the donation box on the bill. C2E collects
about $10k/year from this donation box, and appreciates the opportunity to provide feedback in
this area. Based on research, C2E would like to continue to work with staff and the
Subcommittee to include multiple options for donations on the bill. Considerations will be made
with regards to pictures, or text that can be included to make the donations relatable to the
customer. It would be helpful to have some text near the donation box that helps people
understand how their donations are used. The language included in the paragraph currently on
the bill regarding the donation will need to be revisited. The Subcommittee provided feedback
on the number of options that should be given (2-3), and the amounts that may be appropriate
for those options (2-3 whole dollar amounts and 1 write-in). C2E expressed concern with the
horizontal design of the payment portion of the bill as it relates to donation write-ins, as math is
generally done vertically. Staff will continue to work with C2E to design this section. Staff will
also look into donation options for on-line payments.

7. Cost Implications — Tucson Water staff discussed the cost implications of the current mock-
ups. It was noted that so far the mock-ups are unlikely to incur additional costs. Static changes
will not incur costs; however, dynamic changes will incur costs. Staff is looking into the possible
costs associated with the dynamic labeling of tiers (summer surcharges) for non-residential
customers. It was discussed that the non-residential labels are useful information to include if
possible. Costs will be more clear after Focus Groups have narrowed our choices.

8. *Focus Group Discussion — Tucson Water staff member Fernando Molina discussed with the
Subcommittee the role of Focus Groups and the work of the Utility to achieve consistency
across the bill redesign, the website redesign, and the updates to the bill pay system and
Click2Gov. Research shows that 90% of people coming to Tucson Water's website are there to
pay their bill. One of the results of the recent focus groups on website design is the need for
uniformity between the languages and images on the physical bill and the website. Customers
consistently request communications that are clean, easy, have consistent terminology, and are
compatible with multiple platforms. Care must be taken when using jargon on the bill and
website, as that terminology is not common knowledge. The updates to systems in process
now will be customized to the current bill; upon completion of bill redesign, the systems will be
updated to reflect the new design. Current mock-ups may change considerably based on
customer feedback received in Focus Groups.

9. Future Meetings / Agenda Items — Chairman Freitas reviewed the projected schedule.
10. Adjournment — Meeting adjourned at 11:57 a.m.
*Item taken out of order, before Item 6

Approved 4/15/16
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