
Customer Service Portal

Improving the Customer Experience



Customer Service Channels





Easy Access

Self-service 
options

Convenience
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AMI Installations



Deployment Map



• Resolve Customer Inquiries 
• Improved Billing accuracy 
• Flag Potential High Consumption Before 

Customer Gets Bill
• Reduce Emissions
• Employee Safety 
• Pressure Monitoring
• Water Conservation
• Specialized Reporting for Large Customers

• City of Albuquerque, APS, Bueno Foods

Advantages of AMI



High Consumption Accounts



Pressure Monitoring



Pressure Monitoring Pilot

12

• Reduced pressure zone (4ER)

• X PRVs upstream of area

• Smart Gateway (SGW) and 
pressure sensors placed at PRVs 
at entrance to zone

• ally meters placed downstream at 
service connections in pressure 
zone



Phase 5 Installation



NON-AMI ACCOUNTS (manually read meters)

• Hours to Read 102,744 meters: 2,000 hours
• Cost to Read: $21.07  per hour
• Accuracy of readings coming in: 97%
• Employees: 24
• Vehicles: 24

• Average miles by crew 1,080 per day
• Average  cost of gas per day $159.12

Comparison

AMI ACCOUNTS (all automated)

• Hours to process/read 97,954 meters: 4 hours
• Cost to Read: Automated
• Accuracy of readings coming in: 99.97%
• Employees: Automated/System Generated
• Vehicles: 0



Hourly Weekly

Customer Usage



Customer
Set

Alerts



• No reads

• Tampering

• Backflow

• Non communication

• High consumption

• Leak detection

• Accommodate growth 
through efficiencies

Operations



Leak 
Detection
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High Consumption Accts

21 Accts Still High Usage

78 Accts Customer Fixed Issue

Total Accounts Visited 99

Water Savings
Hourly: 42,634 gallons 
Daily: 1,023,220 gallons
Yearly: 373,475,634 gallons









Next Steps

• Define requirements

• Customer conversations

• Focus groups

• TCAC

• Internal staff

• Launch new website and customer portal 
mid-2020


