














Departmental Goals (cont.):

WASTEWATER SYSTEMS SUPPORT

Show continual improvement and implementation of our wastewater systems lift stations and wastewater

SCADA system. (City Goal 5.5)

Objective: Establish a wastewater SCADA system

to monitor lift stations. Maintain equipment to Actual Actual Forecast Forecast
ensure public safety. 04/05 05/06 06/07 07/08
Number of lift stations 10 11 11 12

% of lift stations on WW SCADA system 100% 100% 100% 100%




Authorized Personnel

WASTEWATER SYSTEMS SUPPORT

Positions

Full Time Equivalents

2005-2006 | 2006-2007 | 2007-2008 | 2005-2006 | 2006-2007 | 2007-2008
Actual Approved | Proposed Actual Approved | Proposed
Utility Support Supervisor 0 0 0 0.00 0.00 0.00
Utility Support Superintendent ] ] ] 1.00 1.00 1.00
W/WW System Mechanic 2 2 2 2.00 2.00 2.00
W/WW System Mechanic
Supervisor 1 1 | 1.00 1.00 1.00
Total 4 4 4 4.00 4.00 4.00




WASTEWATER SYSTEMS SUPPORT

Summary of Key Measurement Indicators

Actual Estimated

Projected

Measurement Indicators

Wastewater Lift Stations
Pumps
Telemetry System (Sites)

Input

Operating Expenditures
Number Authorized FTE's
Wastewater Collected

Output

Maintenance on Wastewater Lift Stations
Number of Emergency Call Outs (resident/city/etc.)

Efficiency

Expenditures as a % of Utility Fund

Authorized Personnel as a % of Ultility Fund FTE's
Yearly Cost per Site Maintained (exclusive of WW
Construction Funds)

Effectiveness

% of Emergency Calls Responded to within | Hour
WWSS Unit Cost per 1,000 gallons

2005-2006

2006-2007

2007-2008

11
22
11

$903,649
4.0
3,637,240,000

11
19

31%
31%

$40,283

100%
$0.26

11
22
11

$1,205,406
4.0
3,928,219,200

11
25

4.2%
31%

$38310

100%
$0.31

12
24
12

$1.693,995
4.0
4,317,220,000

11
25

52%
3.1%

$38.310

100%
$0.28




Wastewater Line Maintenance Department

The Wastewater Line Maintenance Department is
responsible for the maintenance and repair of the City’s
Wastewater Collection System. Wastewater Line

to the Utility Operations Manager - all of whom report
to the Utility Director.

Maintenance is structured utilizing multiple three-man ﬁgzsf;e f:;)ialbii acholf Z;‘rh cus;z;)izers WVZZZ;Z{E r
Maintenance Crews under the direction of the servzces ’ ’ gh quaity
Wastewater Line Maintenance Supervisor reporting ’

i

I Utility Director

Wastewater Line Maintenance/ Inflow and Infiltration (I & I) |

Departmental Program Summary:

The Wastewater Line Maintenance Department consists of one program described below:

Program:

Wastewater Line Maintenance: Wastewater Line
Maintenance and | & I are one department however are
considered two separate cost centers (division) with the
same goals. Wastewater Line Maintenance Crews are
dispatched on a continuous basis to repair line breaks
and remedy service problems. This program operates
on a twenty-four/seven basis with on-call personnel
after hours, weekends, and holidays. With the current
inspection, correction and documentation requirements
of the Texas Commission on Environmental Quality
(TCEQ) Edwards Aquifer Rules (Chapter 213), the

FY 2006-2007 Highlights:

Wastewater Line Maintenance division has a major
responsibility for identifying and correcting inflow and
infiltration (I&I) into the City’s wastewater collection
system during rainy periods. This responsibility
requires testing and certification of all Wastewater
facilities every seven years. Wastewater Line
Maintenance (WWLM) also performs preventative
maintenance and existing water utility locates in
accordance to the Texas Line Locate Bill, “ONE
CALL”.

The Department has been working on improving service, and meeting mandated rules.

e  Successfully completed the schedule line cleaning, manhole inspections and video inspection program
mandated by TCEQ. These basins (LC09, BC20, & LC17) consist of 101,966 linear feet of wastewater

lines and 332 manholes.

¢ Responded to sewer backups within 30 minutes. Maintained our lift station and line cleaning program to

reduce overflow in the collection system.

e The City’s WWLM Dept has successfully completed this year’s in-house rehab program. The program
reduces the rehab contract by $242,700. The savings can be used to pay for repairs needed in the Non-
Edwards basins. These repairs will help reduce the City’s line cleaning program list of collection lines

needing repairs.




WASTEWATER LINE MAINTENANCE

FY 2007-2008 Overview and Significant Changes:

The city continues to work on reducing the amount of I & 1 in the collection system. The department also
continues to repair and or replace old existing lines by:

Adding the New Vehicle Mounted Closed Circuit TV System to our inspection program. This equipment
will help complete the yearly inspection and reduce the 1 & I in our collection lines.

Adding another Administrative Tech will allow for more efficient work to be done with the Cartegraph
work order system. We will be training our staff with Tough Books to enter their own work order data
assisting with the data entry process. Cross training our employees in order to have well trained staff. The
staff will be capable to fill in any vacant spot in order to continue our programs.

Reducing the number of line segments on our line cleaning program. A Non-Edwards list has been
developed to rehab wastewater lines upon availability of funds. As line segments are repaired or replaced,
they are removed from the list.

New Programs for FY 2007-2008:

Portable CCTV: The addition of this CCTV unit, the City would meet mandated requirements set by the
TCEQ Edwards Aquifer Rule. The City has wastewater lines that are located in areas with poor or limited
access. This portable CCTV unit will be able to be mounted in the bed of a 4X4 pickup. This will allow access
to the areas along backyards, creeks and drainage channels.

Administrative Tech II (1 FTE): This new position will process the work orders allowing for shorter

processing time of work orders; getting the work orders to the Street Department for street cuts, or concrete
work and returning the work orders to the Utility Department to complete the job with Sod & Loam. Currently
this is done in two different locations, which results in lost work orders and delays. This position will allow
for cross training to help prevent any delays in work orders, time cards or budget items in the event one
administrative tech is out of the office for any length of time.

FY 2008-2009 Overview and Beyond:

The City will continue to up grade our modeling system by:

Installation & monitoring the wastewater meters in select location through out the city to help identify 1&1
in the system.

Dedicating one person to work on the GPS/GIS 3 year mapping project. This employee will provide map
corrections as well as participates with in house GPS team. They will also GPS all manholes and end of
the line clean out points in the system in order to improve our mapping system.

Inspection and cleaning the wastewater lines and manholes in the system.



Departmental Goals:

WASTEWATER LINE MAINTENANCE

Protect the public health by developing and maintaining a comprehensive, integrated in-house wastewater
collection system-modeling program, including system inventory, mapping, and management to ensure

efficient and adequate system expansions. (City Goal 5.1)

Ensure citizens receive quality service in a timely manner. (City Goal 5.2)

Ensure our wastewater system is reliable and in compliance with all applicable state and federal regulations.
Fully and efficiently utilize the regional wastewater system to enhance the reliability of our wastewater

collection system. (City Goal 5.4)

Objective: Acquire and maintain adequate equipment and Actual Actual Forecast | Forecast
supplies to meet quality service delivery needs. 04/05 05/06 06/07 07/08
Number of work orders 2,871 3,548 3,902 4,293
30 30 30 30
minutes/ | minutes/ | minutes/ minutes/
Average response time /average time to complete 12 hours | 12 hours | 12 hours 12 hours

Trend: Work orders ballooned in FY 03/04 as more workers were hired and activities were tracked in greater
detail. Work orders should remain about the same as departmental policies may reduce the scope of activities

necessitating the completion of a work order.

Maintain a highly competent and reliable staff through a comprehensive continuing education, training and
certification program. (City Goal 5.1)
Objective: Maintain an adequate and experienced work Actual Actual Forecast |  Forecast
. . . 04/05 05/06 06/07 07/08
force to meet quality service delivery needs. Perform an
annual evaluation of staff’s compliance with applicable
EPA and TCEQ rules.
Total number of staff 26 26 26 27
% of staff holding required license(s) 88% 92% 100% 100%
% of staff holding multiple licenses 64% 69% 85% 90%
Continual improvement and implementation of our wastewater systems inflow and infiltration (1&I) reduction

program to ensure the protection of our natural resources. (City Goal 5.4)

Objective: Establish an I &I Office to coordinate and
maintain our I &I reduction program documents in order to
comply with applicable EPA regulations and TCEQ'’s
Edwards Aquifer Rules. Implement RIN Group, Inc.’s
recommendations for 1&I reduction through line and Actual Actual Forecast | Forecast
manhole repair, replacement, and rehabilitation. 04/05 05/06 06/07 07/08
- - P
Miles of WWL videotaped as % of system 59 7% 9% 9%
- PYOVE
Miles of WWL added to System as % of increase to system 12% 10% 10% 10%
- - P -
Miles of WWL repaired or replaced as % of miles to system 4% 4% 4% 4%
0,
Number of manholes rehab as % of system 4% 50, 4% 59

Trend: Rehabilitation of part of the system (Edwards Aquifer Recharge Zone) is now on a seven-year program
per state mandate. Percentages have dropped significantly in most measures as a result of compliance mandates
and revision of estimates. Basins are different in size and linear feet.




Authorized Personnel

WASTEWATER LINE MAINTENANCE

Positions

Full Time Equivalents

2005-2006 | 2006-2007 | 2007-2008 | 2005-2006 | 2006-2007 | 2007-2008
Actual Approved | Proposed Actual Approved | Proposed
Utility Supervisor 1 1 I 1.00 1.00 1.00
Administrative Technician I-111 1 1 2 1.00 1.00 2.00
Utility Crew Leader 1&1 4 4 4 4.00 4.00 4.00
Utility Crew Leader 4 4 4 4.00 4.00 4.00
Utility Worker I & 1 Ops Tech. 1 1 1 1.00 1.00 1.00
Utility Worker I 1&1 3 3 3 3.00 3.00 3.00
Utility Worker 11 5 5 5 5.00 5.00 5.00
Utility Worker I 1&1 3 3 3 3.00 3.00 3.00
Utility Worker 1 2 2 2 2.00 2.00 2.00
First Response Crew Leader ! ] ] 1.00 1.00 1.00
1&]1 Coordinator ] 1 1 1.00 1.00 1.00
Total 26 26 27 26.00 26.00 27.00




Summary of Key Measurement Indicators

Measurement Indicators
Demand

Miles of Sewer Mains
Input
Number Authorized FTE’s

Operating Expenditures
Total Amount of Wastewater Treated

Output
Feet of Line Investigated -TV
Mainline
Laterals

Efficiency

Per capital sewer calls

Total wastewater service calls

Authorized Personnel as % of Utility Fund
Expenditures as a % of Utility Fund

Effectiveness

Located Number Gallons per Minute 1&1 **

Repaired Number of Gallons per Minute 1&1
Manholes Repaired

Line Stoppages Corrected

% Customer Satisfaction Rating (Good to Excellent)

Unit Cost

Wastewater Line Maint unit cost (per 1,000 gallons)

WASTEWATER LINE MAINTENANCE

Actual

2005-2006

365

26.00
$1,703,549
3,637,240,000

181,316
120,908
60,408

0.00843
746
20.5%
5.9%

1,250
1,100
75
471
95.0%

38.36

Estimated
2006-2007

376

26.00
$1,639,055
3,928,219,200

152,515
119,502
33,013

0.00493
444
20.3%
5.7%

750
685
250
250
95.0%

36.63

Projected

2007-2008

392

26.00
$2.036,553
4,317,220,000

161.291
141.291
20.000

0.00427
400
20.3%
6.2%

750
850
75
250
95.0%

3247

** Estimated from flow data provided by Brazos River Authority.




ENVIRONMENTAL SERVICES

Environmental Services Department

Environmental Services consists of several primary
activities: Industrial Waste Pretreatment, Household
Hazardous Waste Services, and Laboratory Services.
These  activities are  accomplished through
implementing and encouraging pollution prevention
activities, enforcing environmental regulations, and
quantifying pollutant concentrations.

Mission:  To  provide resource  preservation,
conservation,  and  protection  through  the
implementation and enforcement of environmental
regulations and stewardship.

Utility Director l

Environmental Services i

 Industrial Waste Pretreatment | - Household Hazardous Waste i , Laboratory Services l

Departmental Program Summary:

The Environmental Services Department consists of three programs which are described below:

Programs:
divert hazardous materials from the landfills,

Industrial Waste Pretreatment: is mandated by the
Environmental Protection Agency (EPA) and the
Texas Commission on Environmental Quality
(TCEQ). This component is designed to protect the
wastewater collection and treatment systems, public
health, environment, and public waterways from the
adverse impact of pollutant discharges. The
pretreatment program includes permitting, inspecting,
sampling, and testing of local businesses and
industries to ensure compliance with applicable
regulations.

Household Hazardous Waste Services (HHW):

provides the safe and correct disposal of hazardous
home chemicals and paint. This program helps to

drinking water supplies and reduces the potential of
illegal dumping. The city has conducted HHW
services since 1996 and became a TCEQ approved
permanent collection facility in December 2004.

Laboratory Services: provides testing services to a
variety of customers. These include the city Water
Treatment and Building Construction Inspections
Departments, citizen inquiries, and municipal
accounts. The laboratory has been certified by the
Texas Department of Health since 1996 and
maintains the highest standard of quality control.
Laboratory Services is responsible for generating
data required to recover waste treatment costs passed
on by the Brazos River Authority (BRA).

FY 2006-2007 Highlights:

In FY 2006-2007 budget year, the Environmental Services Department continued to focus on activities dedicated to
enhancing the laboratory services, industrial waste pretreatment and household hazardous waste programs. These
activities included the following.



ENVIRONMENTAL SERVICES
FY 2006-2007 Highlights (cont.):

e The laboratory became certified to analyze E.coli (enumeration) for EPA reporting purposes. The certified
water lab managed over 125 water accounts on a monthly basis and analyzed over 8,400 bacteriological
samples.

e The Industrial Pretreatment Program was audited by the TCEQ in May 2007 with few deficiencies found.

e Aninter-local agreement template was created to provide residential Household Hazardous Waste (HHW)
services to communities outside the City of Round Rock.

FY 2007-2008 Overview and Significant Changes:

In FY 2007-2008, the Environmental Services Department continues to concentrate on pollution prevention
activities. The department is focusing on the following significant activities.

e Applying for NELAC (National Environmental Laboratory Accreditation Conference) accreditation. All
laboratories producing reportable data must achieve accreditation by 2009.

o Initiating streamlining procedures for the Pretreatment Program in accordance with EPA and TCEQ
requirements.

¢ Expanding pollution prevention activities by providing HHW services to neighboring communities such as
Brushy Creek MUD. These services are offered at a cost to each community.

New Programs for FY 2007-2008:

No new programs are scheduled for this year, at this time.

FY 2008-2009 Overview and Beyond:

As we transition from a small to a medium sized city, the Environmental Services Department will concentrate on
activities geared to improving pollution prevention and expanding laboratory testing services as well as planning to
meet the future needs of the community. The Environmental Services Department will focus on the following
tasks in FY 2008-2009.

e  The laboratory program will continue to maintain NELAC accreditation so that the data produced is
reportable and defensible.

e  The department will implement the necessary quality assurance and quality control procedures required to
maintain the TCEQ approved Industrial Pretreatment Program.

e In order to ensure continued proper disposal of household hazardous chemicals, the department will develop
and offer HHW disposal options to Williamson County and private citizens.



ENVIRONMENTAL SERVICES

Departmental Goals:

e Implement and enforce the rules and regulations governing non-domestic wastewater discharges into the sanitary
sewer. (City Goal 5.4)

o Continue to develop and empower employees. (City Goal 5.2 and 6.0)

e  Provide laboratory testing services to internal and external customers. (City Goal 5.4)

Objective : Perform water and wastewater tests Actual Actual Forecast | Forecast
and increase contract testing services. 04/05 05/06 06/07 07/08
Objective: Improve internal quality control.

Number of water tests in lab and in field

(bacteriological, fluoride, chlorine, hardness) 10,670 12,564 13,000 14,000

Number of wastewater tests

(total suspended solids, total dissolved solids, pH,
volatile organics, etc.) ' 994 859 900 950
Number of Water Systems and Contractors Utilizing
Water Laboratory Services/Number of

contracts/customers 105 118 125 130
Percent error of results (<10% acceptable range) 5% NA NA NA
Spike recovery 92% NA NA NA

Trend: The number of water tests is increasing because the laboratory has increased the number of customer
contracts (see Objective B). In early FY 2004/2005, the laboratory program gained a multi jurisdictional water
and wastewater operations company as a client.

Trend: Eco Water Systems transferred their account to the city lab in March of 2005. This brought an additional
40 water systems into the program. The Environmental Laboratory provides bacteriological testing services to
almost every water system in Williamson County as well as systems in Burnet, Bell, Travis, Hays and Milam
counties

Trend: Spike recovery is the amount of material retrieved from a sample that has been injected with a known
concentration of pollutant. The target range for spike recovery is 85 to 100%, with 100% recovery being the best
achievable. This section will no longer be tracked beginning in 05-06

Provide resource management including solid waste and waterways. (City Goal 5.6)

Objective: Increase the amount of material being Actual Actual Forecast | Forecast
disposed of properly and participation rate and 04/05 05/06 06/07 07/08
regionalize the HHW program.
Tons of material disposed
(Material handled by a Hazardous Waste Contractor
such as paint and household chemicals) 8.7 17.0 19 21
Tons of material Re-Used/Re-issued
(Material put into the Re-Use Program such as usable
paint, pesticides, automotive fluids, etc.) 8.4 25.5 27 30
$ Saved by Re-Use vs. Disposal (average per year) $20,496 $29,562 $32,000 | $34,000
Number of participants bringing household hazardous
waste 637 872 1,000 1,200
Number of participating entities 0 0 1 1
Number of participants

0 0 200 400

Trend: The city has conducted and managed HHW services since 1996. The current facility was designated as an

official permanent HHW facility by the TCEQ in December 2004.
Trend: In 2005/2006, improved advertising and program awareness resulted in increased participation.




ENVIRONMENTAL SERVICES

Departmental Goals: (cont.)

¢  Conduct pollution prevention activities. (City Goal 3.5)

Objective : Conduct the industrial waste pretreatment | Actual Actual Forecast | Forecast
program, surcharge and grease management program 04/05 05/06 06/07 07/08
Jfor commercial dischargers

Number of Industries on Industrial Waste Program 14 15 15 15
Number of commercial businesses on Surcharge

Program 130 130 130 130
Number of citations issued 22 20 20 20
Number of commercial businesses on

sampling/inspection program 130 130 130 130
Number of field violations issued 13 5 10 10

Trend: The number of surcharge customers is expected to increase with the development of the Premium Outlet
Mall area. The field violation system was implemented in 04/05.



ENVIRONMENTAL SERVICES

Authorized Personnel Positions Full Time Equivalents
2005-2006]2006-2007|2007-2008]2005-2006 | 2006-2007 | 2007-2008
Actual | Approved | Proposed | Actual | Approved | Proposed
Environmental Lab Analyst ] 1 1 1.00 1.00 1.00
Pretreatment Compliance Specialist ] | ] 1.00 1.00 1.00
Environmental Services Supervisor ] ] ] 1.00 1.00 1.00
Field Laboratory Technician 1 | ] 1.00 1.00 1.00
Administrative Technician 11 1 1 1 1.00 1.00 1.00
Total 5 5 5 5.00 5.00 5.00




ENVIRONMENTAL SERVICES

Summary of Key Measurement Indicators

Actual Estimated Projected
Measurement Indicators 2005-2006 2006-2007 2007-2008
Demand
Industrial Waste
Number of Businesses/Industries
Monitored 142 142 142
Laboratory Services
Number of Water Lab Systems and Contract
Account Managed 118 125 130
Household Hazardous Waste Services
Yearly HHW Customers 872 1000 1,200
Input
Number Authorized FTE's 5.0 5.0 5.0
Operating Expenditures $382,076 $439,345 $472,894
QOutput
Industrial Waste
Number of Inspections (Industrial) 293 300 310
Laberatory Services
Bacteriological Samples (Lab) 8,362 8,400 8,500
Industrial/Commercial Samples (Lab) 859 900 925
Other Samples (Lab) 4,202 4.400 4,500
Household Hazardous Waste Services
Total Tons of Material Received 42.4 46.0 51.0
Tons Recycled 25.5 27.0 30.0
Tons Disposed 17.0 19.0 21.0
Efficiency
Industrial Waste
Average cost per Sampling Event $31.50 $31.50 $31.50
Laboratory Services
Average cost per Water Sample $3.81 $3.90 $3.95
Average cost per Wastewater Sample $8.08 $8.50 $9.00
Household Hazardous Waste Services
Average disposal cost per participant $14.60 $15.00 $15.00
Effectiveness
Expenditures as a % of Utility Fund 1.3% 1.5% 1.4%
Authorized Personnel as a % of Utility Fund
FTE’s 3.9% 3.9% 3.9%
% Error of Results <5.0% <5.0% <5.0%
% of Significant Users in Compliance 87.0% 87.0% 87.0%
Tons of HHW Material Processed 424 46.0 51.0
Revenue Generated $273,530 $275.000 $280,000




Utility Billings & Collections Department

The Utility Billing Office handles the accounting,
billing, and collection of all customer water, sewer,
and garbage billings; connects and disconnects
service; and provides assistance to customers.

Mission: To account for the accurate and precise
recording of information gathered from the reading,
billing and collecting of money for every meter within
the City of Round Rock, and provide professional,
courteous and superior customer service for all citizens
of Round Rock.

Finance Director

Utility Billings & Collections

Data Entry

Monthly Billing

Meter Reading

Collections

Departmental Program Summary:

The Round Rock Utility Billings and Collections Department consists of a single program divided into the

following components:
Program:

Data Entry: The office staff track all new meters in
order to provide water service to new connections.
Utility Systems Support Department and Building
Inspections Department provide the information used
to create accounts in the City’s main database. The
office reviews existing accounts monthly for correct
occupant information for billing. We depend upon our
customers to inform us of any changes of occupancy.

Meter Reading: Utility Systems Support staff read
meters. The Utility Billing staff works closely with

FY 2006-2007 Highlights:

Utility Systems Support staff to maintain the reading
schedule and meet deadlines.

Monthly Billing: The staff in this office calculates and
invoices all monthly billings.

Collections: The office staff collect current and past
due monies owed to the City of Round Rock. The
collection process occurs throughout the month to
ensure that accounts are collected in a timely manner.

o The utility billing office was able to offer online payments and payments by phone as new payment
options to our customers this past year. These types of payment options were ones that were requested
by our customers on a frequent basis so it was very exciting to be able to offer these programs. Thus far
both programs have had moderate participation. These two new pay methods have been successfully
integrated with utility billings’ other payment options.

e By working through our bank and the finance department we are now able to convert a substantial
amount of payments received by paper checks into electronic transactions. These checks were recurring
payments from customers who use their own banking relationships to transact their monthly payments.




UTILITY BILLINGS & COLLECTIONS

FY 2006-2007 Highlights (cont.):

The change to electronic processing has increased the efficiency as well as the accuracy of entering
these payments. During the last six months we have estimated the volume of manually keying in these
payments has decreased by 65%.

e  Our Friendly Rock program was updated and highly promoted during the last year. The physical
changes that occurred were minimal however it did increase our participation by 27%. Friendly Rock is
a donation program that assists those in need with their water bill. Our customers are reminded of this
program on their monthly bill and participation is optional, customers can participate by making a one
time donation or signing up for a recurring fixed amount.

FY 2007-2008 Overview and Significant Changes:

e In the coming year we hope to resolve our on going traffic issues that occur each month. Our first due
date coincides with the first week of the month. This normally creates a higher volume of drive through
and walk in traffic. We have plans to place a drive through payment drop box within view of our
current drive through window. This will allow our customers the ability to simply drop off their
payment and not have to wait in the drive through lane. The drive through lane can then be used
exclusively for customers who need a validated receipt for their payment.

e  The meter reading division is working on a major project that will have a significant impact on the
utility billing office. The meter reading division reads meters in sections of the city. These sections are
called zones which breakdown into routes within a geographical area of the city. These routes presently
contain a large amount of meters that require reading during a specific week within the month. The
goal is to condense each reading route to a systematic amount of meters within each route to make the
daily reading task more manageable. This change in routes will mandate a change for all account
numbers within the utility billing system database. This will require a thorough review of all the utility
billing processes to determine what areas and how this change will affect the entire database. The meter
reading division has spent a considerable amount of time on this project and both departments will
benefit upon completion and implementation of this change.

e  The utility billing office will be adding a new part time position to our department. This position will
help ensure that the high level of customer satisfaction is maintained for the City.

New Programs for FY 2007-2008:

Customer Service Representative (.5 FTE): The utility billing office will be adding a new part time
position to our department. This will help us to continue to provide our customer’s with a high level of
service.

FY 2008-2009 Overview and Beyond:

e Implement a paperless field work order process. This would allow our field technicians to operate in
the field with a handheld computer that will give the office live information on the status of work order
completion.

e Upgrade our phone system to an automated phone options. Our phone volumes have increased over the
last 10-15 years since our current phone system was implemented. We have a need to provide our
customers the level of phone service that they expect in a business like ours. Technology has the ability
to provide customers with options for service that range from conducting the entire transaction by phone
or opting out of the automated phone system and speaking to a live person.



UTILITY BILLINGS & COLLECTIONS

FY 2008-2009 Overview and Beyond (cont.):

¢ Continue to research the technology options that our customers ask for from time to time. The ability to
view payment history and current billing is a feature that is important to our customers. We have
improved our current online application process but would like to enhance this process by creating the

entire forms process to be transmitted electronically to our office from the customer.

need to be able to transact all customer requests for miscellaneous service electronically.

Departmental Goals:

Continue to review and research payment options surveyed by customer response. (City Goal 5.5)
Continue to maintain a priority for collection of past due delinquent accounts. (City Goal 5.5)

Stay abreast of technology updates for department-related activities. (City Goal 5.5)
Continue to pursue a cohesive working relationship with support staff and the utility office. (City Goal 6.5)

Provide accurate, professional and courteous service to all our citizens. (City Goal 5.2)

We also have a

Objective: Implement an annual survey to measure | Actual Actual Forecast | Forecast
customer satisfaction and obtain an 85% or higher 04/05 05/06 06/07 07/08
satisfaction rate.
Surveys mailed/returned

5,000/102 | 6,500/95 | 8,000/175 | 8500/200
% of Customers satisfied 91% 89% 95% 95%

Trend: Customer satisfaction appears to be difficult to measure since a considerable volume of survey cards
are mailed but less than 1% are returned. We will continue to explore alternative methods to gather feedback

Jor the future years.

Objective:  To provide ongoing training to our | Actual Actual Forecast | Forecast
Customer Service Representatives in order to maintain 04/05 05/06 06/07 07/08
satisfactory levels of customer interaction.

No. hours CSR training 16 96 100 100

Trend: It is vital that our customer service representatives understand the level of customer service needed to
interact with our customers in unique situations. This percentage of our customer base is the most demanding
on our customer service skills. Training is the key to maintaining a satisfactory level of service.

Streamline daily check processing collections through ACH bank method. (City Goal 5.5)

Objective: Complete a study by12/31/06 that determines Actual Actual Forecast | Forecast
the feasibility of processing checks through an automated 04/05 05/06 06/07 07/08
clearinghouse system.

Feasibility study completed by 12/31/06 /No. of checks

processed. 14,428/mo | 13,952/mo | 14,000/mo | 14,000/mo

Trend: Check collection volume is a considerable large portion of daily collections that needs an efficient
handling process. Need to continue to pursue a process that will assist with the huge volume of daily checks.




Departmental Goals (cont.):

UTILITY BILLINGS & COLLECTIONS

o Streamline daily online recurring paper check collections through electronic bank method. (City Goal 5.5)

Objective: Complete a study by12/31/06 that determines Actual Actual Forecast | Forecast
the feasibility of processing checks electronically. 04/05 05/06 06/07 07/08
Feasibility study completed by 12/31/06 /No. of online
recurring checks processed. 4,016/mo | 1,417/mo | 1,200/mo | 1,000/mo

Trend: We have a large volume of online checks that are recurring payments from customers who use their
own banking relationships to pay their monthly utility bill. With the assistance of the finance department and
the bank a significant portion of these checks have been converted to be received electronically. The
completion of this portion of our existing goal with our overall check processing has helped our work load
tremendously. Our volume of paper online recurring payments has decreased by 65% in the last six months.




Authorized Personnel

UTILITY BILLINGS & COLLECTIONS

Positions

Full Time Equivale

2005-2006 | 2006-2007 | 2007-2008 | 2005-2006 | 2006-2007 | 2007-2008
Actual Approved | Proposed Actual Approved | Proposed
Utility Office Manager 1 1 I i 1 1
Customer Service Supervisor ] ] 1 1 1 1
Sr. Customer Service Representative ] ] ] ] ] ]
Customer Service Representative 5 S 5 5 5 5
Receptionist ] 1 1 1 1 1
Customer Service Representative - P/T ] ] 2 0.50 0.50 1.00
Field Services Coordinator | I 1 1 1 1
Utility Accountant | 1 ] 1 1 ] 1
Water Service Representative 2 2 2 2 2 2
Sr. Water Service Representative I I 1 1.00 1.00 1.00
Total 15 15 16 14.50 14.50 15.00




UTILITY BILLINGS & COLLECTIONS

Summary of Key Measurement Indicators

Measurement Indicators

Demand

Customer Base

Input
Number Authorized FTE's
Operating Expenditures

Output
Number of Work Orders Processed
Number of Payments Collected
Total Dollars Collected

Efficiency

Authorized Personnel as % of Utility Fund
Expenditures as a % of Utility Fund

Effectiveness

Payment Porecssing Data Entry Error Rate

Actual
2005-2006

28,199

14.5
$960,525

14,894
273,558
$28.921,693

11.4%
3.3%

0.01%

Estimated
2006-2007

29.000

14.5
$1,114,25)

16.000
285,000
£32.000.000

11.3%
3.9%

0.01%

Projected
2007-2008

30,000

15.0
$1,182,730

16,500
290,000
$34,000,000

11.7%
3.6%

0.01%




Convention & Visitors Bureau

The function of this department is to implement the
City’s long range Tourism Plan and represent the City
in all other functions related to tourism and the
Convention and Visitors Bureau. The Tourism
Department consists of a Director of Convention and

Visitors Bureau; a Marketing Specialist; and an Office
Manager. .

Mission: To Promote Economic Diversity by
Developing the Tourism Industry in Round Rock.

CVB Director

Events Support

Convention and Visitors
Bureau

Tourism Commission

Departmental Program Summary:

During 2003, Destination Development presented a long range Tourism Plan. This plan outlined the activities
and programs that need to be developed in order for Round Rock to become the “Sports Capital of Texas.” The
Round Rock City Council adopted the plan in December of 2003.

The department consists of three programs described below:

Programs:

Events Support This program provides funding for
special events and activities held within Williamson
County. Funding will be provided for those events or
activities which demonstrate they can bring money
into the Round Rock economy from outside our city
limits.

Convention & Visitors Bureau  The purpose of this
program is to establish a pro-active aggressive
marketing and sales campaign for the City.

The primary goal of this program is to increase
occupancies of local lodging facilities and to increase
tourism spending in Round Rock.

Tourism Commission: =~ Commission consists of
representatives from various organizations and
businesses which have a stake in the tourism industry
of Round Rock. The commission will provide
recommendations to City staff and City leadership
regarding how the City should proceed with tourism
activities.




HOTEL OCCUPANCY TAX FUND
FY 2006-2007 Highlights:

This year the CVB continued to focus on advertising and marketing Round Rock as the “Sports Capital of
Texas”. Below are some significant achievements.

o Continued campaign to gain brand recognition as the “Sports Capital of Texas” by recruiting sports
activities and conferences to Round Rock and provided assistance and distributed materials and promo
items at Sports Events and Conferences.

e  Marketed our new resources in the University Road area (Premium Qutlet Center an IKEA) at the
National Tour Association Conference and American Bus Association.

e 1" phase study of Special Events Center.

FY 2007-2008 Overview and Significant Changes:

The staff continues to evaluate the needs of the city to ensure the Tourism Plan is being implemented by:

e Depending on outcomes of reports from Destination Development, Inc. and the Special Events Center,
hire of a salesperson.

e  Work with the Tourism Commission with event funding program.

¢ Continuing marketing plan and public relations campaigns and aggressively recruit
conference/tournaments to Round Rock.

New Programs for FY 2007-2008:

No new programs requested.

FY 2008-2009 Overview and Beyond:

The CVB will continue to use sales and marketing efforts and find new ways to promote Round Rock as new
tourism products come on-line.

e  Special Events Center

Departmental Goals:

e Be diligent in measuring the return on investment for the CVB.
e Implement the City of Round Rock tourism wayfinding plan (City Goal 3)

Objective: Implement of tourism directional Actual Actual Forecast | Forecast

wayfinding signage plan. 04/05 05/06 06/07 07/08

% of construction of directional signage complete N/A 50% 100% N/A
Trend: The RFP and selection process for design is the foundation for the entire project. Project
implementations anticipated in summer 2006. This measure will be discontinued in FY 2008.

Objective: Continually evaluate and update Actual Actual Forecast | Forecast

tourism directional signage plan. 04/05 05/06 06/07 07/08

Signage plan up-dated N/A N/A Yes N/A

Trend: This measure will be implemented during FY2007.




Departmental Goals (cont.):

HOTEL OCCUPANCY TAX FUND

Continue aggressive sales and marketing effort (City Goal 1)

Objective: Continue marketing efforts for trade
shows, direct mail & other activities and continue

to build relationships & network with target Actual Actual Forecast | Forecast
markets. 04/05 05/06 06/07 07/08
Advertising/PR percentage of budget 20% 20% 20% 20%
Trade Shows/Direct Marketing 4/3 4/3 5/3 7/3
Building Relationships/Networking Ongoing Ongoing Ongoing Ongoing

Trend: This is the CVB’s core business and will always be a department goal. This year the CVB will
continue to focus on its internal audience through public relations and marketing efforts. A significant
Socus this year will also be external target markets. The Advertising/PR measurements are

percentages based on a 5 year plan.

Provide exceptional service to our guests. (City Goal 5.2)

Objective: Provide promotional items and tourist

information and materials before/during conferences Actual Actual Forecast | Forecast
and tournaments. 04/05 05/06 06/07 07/08
# of Promotional items/printed materials 6,100 6,588 7,115 7,470

Trend: With an Event Coordinator on staff, a plan has been developed to provide exceptional service
to our guests. Actual promotional items and printed materials may vary in numbers from projections
because of conferences/tournaments that come up during the year.

Objective: Promote local businesses (especially
restaurants & attractions) to encourage tourism and
serve as a resource to conference/tournament
planners for needed services (i.e. RFP’s for hotels,

transportation, caterers, volunteers, etc.) Actual Actual Forecast Forecast
04/05 05/06 06/07 07/08

RFP’s sent to hotels N/A 23 25 28

Promotional Activities Ongoing Ongoing | Ongoing Ongoing

Trend: Leads from marketing activities and discovery of CVB websites have lead to increased leads.

Monitor the Visitor Information Center to improve and enhance service/information for visitors.

Objective: Supply resource materials and monitor Actual Actual Forecast | Forecast
distribution. 04/05 05/06 06/07 07/08
# of materials supplied 4,800 5,200 8,700 9,135

Trend: The Visitor Information Center has moved to the Premium Outlet Center.




Departmental Goals (cont.):

Distribute Round Rock information at various outlets.

HOTEL OCCUPANCY TAX FUND

Actual Actual Forecast | Forecast
Objective: Supply resource materials. 04/05 05/06 06/07 07/08
# of materials supplied N/A N/A N/A 82,714

Trend: This includes visitor packets, Certified Folder, Hotels, etc.




Hotel Occupancy Tax Fund

Authorized Personnel

__ Full Time Equivalents

-2008]2004-2005 [ 2005-2006 [ 2006-2007

Actual | Approved | Proposed | Actual | Approved | Proposed

Exec. Dir - Comm Develop 0.5 0.5 0.5 0.50 0.50 0.50
Director CVB 1 1 1 1.00 1.00 1.00
Marketing Assistant 1 1 1 1.00 1.00 1.00
Office Manager 1 1 1 1.00 1.00 1.00
Intern 1

Total 3.5 3.5 4.5 3.50 3.50 3.50




HOTEL OCCUPANCY TAX FUND

Summary of Key Measurement Indicators

Estimated
2006-2007

Actual
2005-2006

Projected
2007-2008

Measurement Indicators

Demand

Number of Budgeted Positions 3.0 3.0 4.0

Input

Operating Expenditures ($) $509,877 $669,000 $737,932
Number Authorized FTE s 35 35 35

Output
% Increase in # of

Tournaments/Conferences N/A 15.0% 10.0%
recruited and assisted

Efficiency
Number of conferences/tournaments
recruited/assisted N/A 47 54
Number of RFPs N/A N/A 20
Effectiveness

% of customers rating customer service
as above average or excellent N/A 91.0% 92.0%






