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City of Austin Utilities
Nationally Recognized Customer Assistance Programs

Utility Bill
Discounts 

Automatic enrollment for 
those on assistance 

programs and manual 
enrollment for those with 

incomes at or below 200% of 
federal poverty level.

Weatherization 
Assistance

No-cost home energy 
improvements to qualifying 

customers with low-to-

moderate incomes. 

Financial Support 
Plus 1

Emergency financial help for 
customers having temporary 
difficulty paying utility bills. 

Customers may also 
contribute to this fund via 
their monthly utility bills.

Medically 
Vulnerable Registry

Special support services 
for those with critical or 

long-term illness. 
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• Account Oversight
• Custom Payment Options 
• Evaluations

Account 
Management

• In Home Site Visits
• Basic Needs Assessment
• Basic Needs Referral
• Education Classes

• Community Partner 
Network

• Community Sponsored 
Events

Outreach Case 
Management

Customer Assistance 
Programs

Community-Based,
Wrap-Around 
Support Services
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Provides bill discounts to City of Austin utility customers on low or fixed 
incomes who participate in certain state, federal or local assistance programs. 

CAP Video ENG CAP Video ESP

CAP Discount Program

https://www.youtube.com/watch?v=e7LmpUrgAik
https://www.youtube.com/watch?v=KDLgI_A2ZFg
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CAP Discount Expansion Goals
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Optimizing Participation to Increase Enrollment
Self-Enrollment

Opt-In Strategies
Auto-Enrollment

Opt-Out Strategies
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Challenge

• Low completion rate

• Challenge for already-burdened households

• Delays program benefits

• Texas Health and Human Services (THHS) verified 
auto-enrollments near maximum

• State/Federal policy changes could affect enrollments

Verification

• Requires intensive marketing

• Direct 1:1 outreach for applications

• Income verified by paid vendor

• Identifies, enrolls and verifies eligible customers 
without additional customer documentation

• Income verified via THHS programs
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Expansion
• Invite self-application in Justice40 areas

• Self-attestation for income verification

• Auto-enrollment based on Justice40 data

• Enhance opt-out communications

Risk 
Mitigation

• 2% tolerance threshold • 4% tolerance threshold

Maintain current quality control measures and expand to measure program effectiveness and impact
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Transportation

Justice40 Federal Initiative
Leverage Justice40 data to ensure Customer Assistance Programs 

reach eligible customers in disadvantaged communities
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Current FutureSuccess

Maximize Current Strategies
• Auto-Enrollment (opt-out)
• Operational improvements
• Adding more eligible programs
• Property screening safeguards

• Ongoing marketing & outreach

Optimize Future Strategies
• Adopt Justice40 data

• Expand auto-enrollment (opt-out)

• Continue self-enrollment (opt-in)

• Income self-attestation (opt-in)

Expanding CAP Discount Enrollment
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