CITIZENS' WATER ADVISORY COMMITTEE (CWAC)
Technical, Planning, and Policy Subcommittee
Thursday, January 10, 12:00 p.m.

Director’'s Conference Room
Tucson Water, 3™ Floor
310 W. Alameda Street, Tucson, Arizona

Summary Minutes
Approved April 10, 2019

Roll Call/Call to Order
The meeting was called to order at 12:06 p.m. by Chair Placido dos Santos. Those present and absent

were:

Present:

Placido dos Santos (Chair) Representative, City Manager
Michele Crow Representative, Ward 2

Val Little Representative, Ward 3
Allison Jones Representative, Ward 6

Not Present:

Chuck Freitas Representative, City Manager

Mark Stratton Representative, City Manager

Mitch Basefsky Representative, City Manager

Tucson Water Staff Present:

Silvia Amparano Deputy Director

Melodee Loyer Planning & Engineering Administrator
Chris Rodriguez Customer Service Administrator

Jane Slama Customer Solution Center Superintendent
Reyna Woods Metering Services Superintendent
Fernando Molina Public Information Officer

Nancy Gradillas Billing System & Data Support Superintendent
Jaimie Galayda Lead Planner

Kris LaFleur Lead Management Analyst

Jessica Rodriguez Staff Assistant

Others Present:
Christopher Avery City of Tucson Attorney’s Office
Melissa Mauzy Ward 6 Council Aide

Announcements — Staff reminded members about a Tucson Water facilities tour scheduled on their
behalf in February.

Call to Audience — There were no audience comments.

Review & Approval of December 10, 2018, Meeting Minutes — Member Little moved to approve the
Legal Action Report and Meeting Minutes of December 10, 2018. Member Jones seconded the motion,
which passed by a voice vote of 4-0.

Appointment of Subcommittee Chair — Staff discussed the appointment process. Member Little
nominated Member dos Santos for the role of Subcommittee Chair; Member Jones seconded the
motion. Discussion ensued. Member dos Santos was reappointed as Subcommittee Chair by a roll call
vote of 3-0; Member dos Santos abstained from voting.
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Customer Service Updates — Ms. Slama led a presentation summarizing recent developments in the
utility’s Customer Service Solution Center. Topics included: trends in staff turnover; call volume by staff
skill (i.e., turn on/turn off, limited-income assistance, high-bill inquiries, delinquencies, etc.); overall call
volume statistics; call volume forecasting and staffing levels; implementation of workforce management
software; and a general review of Solution Center accomplishments. Discussion ensued. Chair dos
Santos asked staff to develop creative solutions help customers avoid chronic delinquency; Ms.
Amparano indicated that the utility is currently exploring solutions. Additional discussion topics included
rates of staff turnover and coordination between Customer Service and the Conservation Office.

Ms. Woods led a presentation about ongoing developments in Tucson Water's Customer Service
Metering Services division. Topics covered included: a review of the history of modern meter
installations across Tucson Water's service area; a review of staffing levels within the Metering Services
division; discussion of meter-read and billing cycles; a review of Automatic Meter Reading (AMR)
technology, and the associated increases in meter-reading efficiency; and a status update on the utility’s
meter-replacement program. Ms. Woods also provided a summary of upcoming changes and
improvements to Metering Services operations, and concluded with a summary of recent division
accomplishments. Discussion ensued, with topics including the ratio of male to female staffing, and
comparison of pay ranges between field staff and solution center staff.

Members discussed bringing the presentations to the full CWAC. Ms. Rodriguez suggested providing
the presentations to CWAC in two separate parts, and the subcommittee concurred.

Subcommittee Objectives & Operations — Chair dos Santos suggested that the subcommittee
develop a document outlining its objectives and procedures. Member Little commented that the
direction of CWAC depends greatly on its members, but pointed out that certain responsibilities are
prescribed by Mayor and Council. She stated that the Conservation and Education Subcommittee has
not addressed issues of demand management, ordinance review, or new research, and is primarily
concerned with rebates and education. She suggested that subcommittee work should be taking place
in these areas. Members engaged in further discussion about the process for following new ideas, and
considered whether the process should be driven by the subcommittee, full CWAC, or Mayor and
Council.

Future agenda items — Topics discussed included:

- Chair dos Santos is developing a presentation about a Guaymas, Sonora, desalination facility

- Member Little requested that the topic of toxic algae be removed from future discussion

- Mr. Avery indicated that more information about Colorado River Drought Contingency Planning
would be provided in February.

Adjournment — The meeting was adjourned at 1:29 p.m.
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