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Agenda

Customer 
Care Update

Customer Care Overview

Customer Assistance Programs

Bill Support and Flexibility

Community Outreach
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Customer Care Overview

City of Austin Utilities 
Account Management

Customer Assistance 
and Outreach

Customer Energy 
Solutions

• Billing & Payments

• Revenue Management

• Quality Management & Training

• Utility Contact Center

• Austin 3-1-1

• Customer Assistance Programs

• Medically Vulnerable Registry

• Energy Efficiency Programs

• Demand Response Programs

• Electric Vehicles & Charging

• Austin Energy Green Building

• Solar Programs
3

City of Austin 
Austin Energy Utility Oversight Committee Meeting Backup: July 21, 2026 File ID: 26-2089



4

Bill Support & Flexibility
Flexible support before customers reach crisis

Bill concern Payment 
arrangement 

Customer 
assistance /  

referral 

Community 
resources  

Disconnection 
moratorium

How We Help Customers

During dangerous heat, 
Austin Energy avoids 

disconnections
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• Utility Customer Service Center hosted 
preparation events

• Emergency preparedness events - 
community canvassing

• Bill support and conservation education

• Marketing, communications and outreach 

• Non-profit partner training

Community Outreach
Reach customers before a bill, heat event or outage becomes a crisis
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Customer Assistance Programs
Nationally Recognized Wrap Around Services Model

Wrap Around 
Services

Utility Bill 
Discounts

Medically 
Vulnerable 

Registry

Plus 1 
Financial 
Support

Education

Arrearage 
Management

Weatherization
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Gold Award 

Excellence Award 
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Ready for Summer
Customer Driven. Community Focused. 
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©Austin Energy. All rights reserved. Austin Energy and the Austin Energy logo and combinations 
thereof are trademarks of Austin Energy, the electric department of the City of Austin, Texas. Other 
names are for informational purposes only and may be trademarks of their respective owners.

Customer
Driven.

Community
Focused.
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https://www.facebook.com/austinenergy
https://www.facebook.com/austinenergy
https://www.instagram.com/austinenergy/
https://www.instagram.com/austinenergy/
https://x.com/austinenergy
https://x.com/austinenergy
https://www.youtube.com/@austinenergy
https://www.youtube.com/@austinenergy
https://www.linkedin.com/company/austin-energy
https://www.linkedin.com/company/austin-energy
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