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VERNON GERTH, ACA COMMUNITY and ECONOMIC DEVELOPMENT
STEVE SIMS, Asst RECORDER and COURT CLERK

DATE: SEPTEMBER 16, 2011
SUBJECT: UTILITY BILLING - STANDARIZATION OF BUSINESS RULES

PURPOSE: The purpose of this is to continue a series of information sessions to inform the Board of
utility service delivery and billing challenges resulting from inconsistencies and lack of specificity for
certain issues not covered in the Municipal Code or policies and to obtain guidance for future actions.

BACKGROUND: This continues discussions from July and August of differences in billing practices
due to the Code, and interpretations and policy applications resulting from multiple services in various
water districts. This session will continue to focus on:
e Customer Classification - segmentation of the customer by classifying the customer as either (1)
residential or (2) nonresidential
e Multiples — billing customers who have master water meters that serve multiple tenants based on
the number of “units” served; the end use consumers are not billed by the City of Franklin

FINDINGS: The deployment of Hansen 8 as our enterprise application will require standard business
rules across the City. The greatest inconsistencies are for those customers (1) who are in attached
dwelling units (whether privately owned condos/townhomes, multi-use structures or commercially
owned apartments) and (2) commercial properties with multiple tenants. This inconsistency is
particularly evident for those who are served water thru a master meter and the contract for service is not
with the end user but the owner, landlord or representative (i.e. HOA or property management firm).

FINANCIAL IMPACT: There will be some financial impact to the City and to some customers but it
is difficult to predict precisely as customer behavior could impact the outcome. The biggest impact is
to prevent future adverse actions resulting from the deployment of inconsistent business standards.

RECOMMENDATION: Tt is recommended that the Finance Committee accept this status report and
provide guidance necessary to eliminate these inconsistencies. The recommendation for September is:
e Customer classification — recommend concurrence of the definition presented
e Multiples — recommend elimination of water/sewer multiples

It is anticipated that the business rules standardization project will allow for the deployment of business
rules necessary for the Hansen 8 application. Changes to the Municipal Code are expected to and will
come from guidance obtained from the Board thru these discussion sessions.



BUSINESS RULES STANDARDIZATION
MULTIPLE MINIMUMS

The Franklin Municipal Code provides in 18-113 that “No customer shall supply
water service to more than one dwelling or premise from a single service line”.
This is not applied in our current water delivery applications so some
accommodation in billing had to be developed.

We have many cases where water is delivered to a customer thru one “master
meter” and that customer then transports water to end users thru the customer’s
water lines. The contractual relationship exists between the City and the customer
for service. Our customer typically has the relationship with the end users for
ultimate delivery of our services in most cases. This situation exists in such
structures as apartments, trailer parks, duplexes, condos/townhomes, farms,
Franklin Housing Authority, commercial strip centers, office buildings, and other
commercial buildings. In some cases, the HOA acts as the agent for the end users
to contract with the City.

“MULTIPLE MINIMUMS” is defined as and allow us to establish billing
provisions where we apply multiple minimums and tiers to a customer’s service
bill based on the number of “units” the structure has. For example, a strip center
containing 6 suites will have service billed as if there were 6 individual customers.
For those customers who consume low levels of water, this results in a higher bill,
particularly evident since we have been raising the minimum bill. This does not
easily accommodate changes to walls resulting in adding or reducing the number
of suites/units.

Water and sewer bills are calculated by dividing the total gallons by the number of
units and then pricing each as a separate bill but consolidating all of the unit bills
for consolidated billing. Trash service is billed based on the number of containers
and those are established by contract (Solid Waste for multiresidentials should be
apart from the water contract by Code). Stormwater is billed based (1) on the
number of units or (2) by ERU as we are inconsistent for multiresidential
structures. Most large multiresidential properties do not have common areas
accounted for in stormwater bills.
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The City establishes all customer accounts and prices services as either (1)
residential or (2) commercial. This applies for all services but the definitions are
vague or inconsistent among the various titles (17 — Solid Waste, 18 — Water &
Sewer, 23 — Stormwater). This has resulted in inconsistencies in customer
classification and pricing. In addition, we are now billing for City services in the
MVUD and HB&TS water districts using water reading information from those
districts. They do not price water using multiples and we have a lot of commercial
properties in the MVUD district — both large apartment complexes and office
buildings where multiples are not applied.

We issue comprehensive bills for our Residential customers for all City services.
For Commercial (Nonresidential) customers, service is obtained contractually for
each service except for Stormwater which is billed on yet another bill based on
ERU of impervious surface. However, because of inconsistencies in classifying
customers as Residential or Nonresidential we are pricing services differently for
similar customers. One of the best examples is apartments which are defined as
Nonresidential in the Solid Waste and Stormwater codes but are not defined in the
Water & Sewer code and have been priced using residential rates. Having a
standard classification will allow us to treat all services and customers in a
consistent manner.

Identifying the number of units is difficult and administratively cumbersome. The
Land Use GLU data maintained by Planning has 563 multiple unit parcels
containing 10,713 units. We are currently billing 179 customers with 3,694 units
resulting in a disconnect between these two databases. Comparing to addresses
would show even more “opportunities”.

It is recommended that we ELIMINATE MULTIPLE MINIMUMS for
Nonresidential customers and accept the recommended definition for Residential
customers. By definition, a Residential customer has only one “unit”. That
eliminates the need for multiples as each Nonresidential customer will contract
directly with the City for levels of service if desired — i.e. the number and type of
trash containers.
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UTILITY SERVICE BUSINESS RULES
Defining Residential and Non-Residential Customers

Utility services for water, sewer, solid waste and stormwater are delivered and priced using provisions
contained in Titles 17, 18, 23 of the Municipal Code. Services are priced based on customer class as
either Residential or Nonresidential (Commercial). Specific rates charged for the services are
contained in Title 22.

The City has contracts for service with customers for most services either directly or indirectly thru
addendums in other water districts. Nonresidential (Commercial) stormwater is billed separately under
the provisions of Title 23. Our customers may have contracts with end use consumers to recover the
cost of services provided by the City. It is expected that recovery of the fees paid to the City by the
customer will be passed on to the end user consumer with minimal administrative costs.

By defining Residential customers, all others are Nonresidential. For determining applicable fees for
utility services water, sanitary sewer, solid waste, and stormwater) Residential customers are defined as:

RESIDENTIAL CUSTOMER: Is a residential property owner whose property meets all of the
following criteria:
U The property is used as a single-family residential living unit and is owner or tenant
occupied as a residential dwelling; and
U The property is classified by the Williamson County Assessor as a Residential or Homebelt
property; and
Q1 Is served by a single water meter serving a single residential living unit or duplex or
triplex; and
W The occupant (owner or tenant) has a unique utility service contract with the City or water
district as an addendum to the water supply contract if served water from MVUD,
Milcrofton, HB&TS or Brentwood (specific addendums are in their contracts for City
services).

Utility service bills will be issued on a single statement reflecting the contract for service between the
City and the customer who either the owner or tenant of the property. That customer may be either the
property owner or tenant, if authorized by the owner.

Master water meters are used when multiple end user consumers are being served from one water meter.
Customers who receive water from a master water meter are considered Nonresidential for service
delivery and pricing application. For Nonresidential customers, the City will have contracts for services
that may result in multiple statements being issued for services. Stormwater billing for Nonresidential
customers will not be done by contract.
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