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As water billing disputes increase, DeKalb County halts
disconnections

6 Dan Whisenhunt
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A NEW DAY
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Celebrating what has been accomplished

Contractor working on New Day Project
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The NEW DAY PROJECT is created to respond

1A. Some meters not 2A. Reorganization

properly installed in field I incomplete; department
or billing system; incorrect The N ew Day PrOJeCt

understaffed and
multipliers; lost meters Water Meter/Billing Issues Flow Chart improperly trained
1B. Pre-2014 Sensus iPerl 5
Meters may have been “If I had an hour to solve a problem and my life depended on this solution, | would spend the 2?&;?;‘:_'?:;2:2";"‘
installed with first 55 minutes determining the proper question to ask. For once | know the proper question, rifnbar (;f Sxceptions
manufacturing defect | could solve the problem in less than 5 minutes”-- Albert Einstein P
1C. Newly installed meters dzc. Billing & Watershed‘
are more accurate than Increased Exceptions oy L
replaced meters; incorrect . aligne:
manual reads; aggregated Contributed to
b"'se‘s‘;’i‘ﬁ;'t‘;fl:a;;: o < |naccurate Bills |« »|  Delayed Billsand [— M
1D. Meter re;ders are May Have Led to :
naeaied Wi, 1 Higher Customer Bills g o
and curbing ;
2 cooperation and
1E. 2010 early retirement T
plan resulted in lack of

institutional knowledge Systemic Deficits in

it 2F. Political interference in
Leadership, Management &

day-to-day operations

3A. Customer Service Reps Oversi ght -
understaffed, underpaid, 4A. l.ia.te increases not well
improperly trained —| publicized; |rT1p?ct of water
restrictions
3B. Field technicians g
dispatched to “verify” EI'OSi on Of TTUSt in 48.. Systems noF integrated;
184,000 meters; not e no internal chain of custody
physically able to complete DeKalb Officials to . for meters
3C. Overcomplicated/ COUNTY. Identlfy and Correct 4C. Many customers
duplicated efforts to ,3’” %, Problems expressed dissatisfaction
resolve issues & » with Sensus iPerl meters
3D. No 3 party hearing | %a:ga 4D. Inaccurate data
officers as intended

distributed to customers

|
Voo

Michael L. Thurmond, Chief Executive Officer — February 23, 2017
April 20, 2021
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NEW DAY PROJECT
Key Successes

METER ISSUES

ADDRESSED

* Settlement agreed for potenti P IT——
* All 47,500 Pre-2014 iPerls meters replaced

* Over 34,000 out-of-life cycle meters replaced to date
| PAGET |

April 20, 2021
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METER EXCHANGE PROGRESS

21,468, 39%
Work
_Remaining

47,500 54,500

EA EA
B Remaining Completed B Remaining Completed
Water Meter Exchange Initiative (Pre-2014 iPERL) Water Meter Upgrade Initiative (Out-Of-Life-Cycle)

April 20, 2021

PAGE 8




Nl H

TRANSMITTER INSTALLATION

PROGRESS

Transmitter Installation Under Water Meter
Exchange Initiative (iPERL Settlement, New Day

Project)
Remaining Transmitter
40, 0.1%
44,500
EA

_—__ Transmitter Installation

44,460, 99.9%

= Remaining Transmitter Transmitter Installation

April 20, 2021

Transmitter Installation Under Water Meter
Upgrade Initiative (New Day Project)

Remaining
Transmitter
Transmitter 34,614, 44%
Installation 78’96 1
44,347, 56% ‘\ EA
= Remaining Transmitter Transmitter Installation

* Quantities are an approximation
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A NEW DAY

CORRECTLY INSTALLED AND PROVIDING TIMELY AND FOR TRUSTED AND VERIFIABLE

THE RIGHT METER REPLACED TO SCHEDULE ACCURATE DATA BILLS

April 20, 2021
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TRUST RESTORED

The New Day Project

Water Meter / Billing Issues Flow Chart

Systemic Deficits in Leadership, Management & Oversight

Some meters not properly
installed in field or billing
system; incorrect
multipliers; lost meters

Modernized the work order

management system in 2017

Researched and corrected
multiplier issues

Verified meter operations in
the field

Enhanced billing
documentation and account
verification

Updated all meter informatio
within the billing system

April 20, 2021

n

Pre-2014 Sensus iPerl
Meters may have been
installed with
manufacturing defect

Replaced 47,500 potentially
defective pre-2014 iPerl
meters

In process of replacing
54,500 out—of-life cycle
meters

Newly installed meters are

more accurate than

replaced meters; incorrect
manual reads; aggregated

bills; over-reliance on
estimating bills

The number of estimated bills
has continued to decrease

37k held accounts were
independently verified and
released

Meter readers are
understaffed, underpaid,
and curbing

Hired 20 new Field Service
Representatives and 4 new
analysts.

Retrained and promoted
existing staff

Added 1 General Foreman
and 3 supervisors to provide
greater supervision and
oversight

Minimized curb side meter
reading

2010 early retirement plan
resulted in lack of
institutional knowledge

Began a comprehensive
review of all workflows

Documented all processes

Developed and conducted
ongoing training with
customer service, billing and
field service teams
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TRUST RESTORED

April 20, 2021

Systemic Deficits in Leadership, Management & Oversight

The New Day Project

Water Meter / Billing Issues Flow Chart

Field technicians
dispatched to “verify”
184,000 meters; not
physically able to complete

Over
complicated/duplicated
efforts to resolve issues

Customer Service Reps

No 3rd. Party hearing

understaffed, underpaid officers as intended

improperly trained

Increased the number of « Created an ongoing meter * Removed silos and + Third party hearing is still
Customer Service verification process streamlined workflow being developed
Representatives (CSR) (w/pictures) to field verify processes between
meter attributes Watershed and UCO units + ldentified only 4 disputes
Created a formal dispute
process through arbitration » This partnership has resulted
in improved billing, better
Developed ongoing CSR customer service, and a more
training efficient and effective
operation.
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Next Steps
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SUMMARY

We are ready to lift the moratorium:
— The legacy problems have been corrected
— Customers should pay their fair share

— COVID-impacted customers, will receive
extended payment arrangements.

April 20, 202
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