MEMORANDUM

TO: Mayor and Members of the City Council

FROM: Montre’ Freeman, City Manager
Angela Judge, Assistant City Manager
Alicia Steward, Deputy Finance Director
DATE: March 19, 2021

RE: Update - Energy Conservation Campaign for Customers

BACKGROUND:

Recently, the City of Elizabeth City has made attempts to improve our software and metering
process. We began this process in 2014 with our first attempted software conversion, and
there were several missteps and successes along the way. With the completion of this most
recent phase, the mass meter swap of our electric meters, staff realizes there are back office
and operational functions that still require improvement. Additionally, the way we “interface”
with our customers also needs to improve. This has been a long-standing goal of the City
Council.

Some of these improvements are fairly simple to tackle — our customers need to be better
educated on how to read their bills, how bills are calculated, how they can better conserve
energy, and so on. The City has some helpful information on the website, however,
customers often use this platform as an afterthought. To be accountable, educating
customers should remain at the forefront of strategic planning.

ANALYSIS:

o Customer: Improve service quality and reduce the customer wait time to receive
pertinent information that relates to their utility account.

o Staff: Improve staff level of proficiency trouble shooting and leadership skills

e Community: Encourage diversity and inclusion to reach our growing population of
non-English speaking customers.

A team of City employees will be dedicated to introducing innovative ideas to engage the
citizens on a higher level. The team will encourage feedback from all citizens. Staff would
like to introduce several platforms that will help with citizen engagement. One idea is to
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introduce a City Mobile App into our business operations. This application is an extension of
our current utility billing software, Tyler Technologies which unifies our services already in
use. The app is also providing integration with most third-party solutions. Social media
outlets may be incorporated.

Staff is seeking potential grant opportunities for this platform. Preliminary budget impact is
estimated at $14,000, which includes a one-time fee of $3,200, and recurring annual fees
of $10,800.

STAFF RECOMMENDATION:

For informational purposes only. No action required at this time.
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