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customer collaboration

COA Services
Commercial CAP payments
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Customer Experience
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Customer Care Operations

Customer Care Services

(Front Office)

Austin 311
provides information and
connects citizens with
COA services

Utility
Contact Center
provides customer service
for all utility customers

Customer Services
Management
handles utility escalations
and Customer Assistance
Program

Customer Account Management

(Back Office)

Revenue Measurement &
Control
provides Meter Read
Services & Data for Billing

Billing Services
Management
handles Billing, Payment
Processing and Collections
for all utility accounts

Quality Management
provides Business Process
Improvements & Training
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Customer Care Operations: Billing Services Management

475K+
Customer
Accounts
5M+ ~ S2B+
Bills PPaymept Annual
Generated rocessing Utility
Annually e Revenue
Production Accounts

& Support Receivable
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Payments & Customer Experience

Key Index Factors for JD Power

000

POWER
BILLING AND
QUALITY CORPORATE CUSTOMER
AND PAYMENT CITIZENSHIP COMMUNICATIONS SERVICE
RELIABILITY

* Ease of paying your bill

* Amount of time given to pay your bill

 Variety of methods to pay your bill

* Usefulness of information on your bill

Key Index Factors for Residential
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A Multi-Channel Approach: Authorized Payment Options

In Person Payments
3rd Party Pay Stations at Retail Centers (S fee)
or Utility Customer Service Centers (no fee)

Autopay Cash, Cashier’s Check, Money Order

Checking/Savings
(Recurring; no fee)

Mail / Drop Box / Wire
Check, Cashier’s Check, Money Order,
Wire Transfer (no fee)

How
Customers
Pay

Quick Payment: Online/Phone

Customer’s Personal Online Banking E-Check, Credit Card, Debit Card ($ fee)

Checking/Savings
(One Time or Recurring; no fee)

COA Utilities Online Portal
Checking/Savings (One Time or Recurring; no fee) 7

Based on Commercial & Residential Number of Payments in FY18



Customer Driven.
Community Focused.”
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