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Our Organization
Bob Martin

Customer Service Director

Annette Smith
Senior Customer Service Analyst

(Administration/Projects)

Andy Osborne
Customer Service Manager

(Outside Services)

Vacant
Customer Service Manager

(Inside Services)

Administration
1 Office Support/Cashier

Projects
1 Customer Service Analyst

Meter Reading
1 Supervisor

8 Meter Readers

Utility Dispatching (24/7)
1 Lead

5 Utility Dispatchers

Meter Services
(Move In/Out & Disconnects)

1 Dispatcher/Mailroom
6 Technicians

Customer Service Office
City Hall – Payments & Customer Service

North Point – Payments Only
1 Supervisor

4 CSR
3 Cashiers

1 Billing Clerk
1 CSR/Business Registration Specialist

Call Center
1 Supervisor
1 Lead CSR

12 CSR
1 CSR/Cashier

Water Meter Services
1 Supervisor
4 Technicians



Customer Service Leadership Team



Customer Service Operations

Billing

Water Meter
Services

Field 
Services

Mail Room

After Hours 
Dispatch

Administration

Contact/Collections
Center

Call Center

Meter 
Reading



Outside Services



Meter Reading



Fiscal Year 2019-2020 Projection
• 6,500 Meters Exchanged
• 1,200 Trouble Calls

Water Techs



GPS Monitoring of each Technician

After Hours on Call
$25.00 Field Trip Fee
$60.00 After Hours Fee
$100.00 Tampering Fee

Same Day Service Before 3 p.m. 

Field Services



• Dispatch 24/7
• Monitor Power Outages and Sewer Back up
• Process Nightly Job Templates, Billing and Printing
• Monitor all Electric Circuits (SCADA)

After Hours Dispatch



Billing

• 45,300 City of High Point Accounts
• 16 Billing Cycles
• Each cycle is reviewed for high/low readings
• Credits may be applied to concealed water leaks. 

(plumbers statement)
• 2019/2020 Projected Revenue of $202,500,00.00



• Meter is read

• Day 1 – Bill generated and mailed

• Day 21 – First Due Date and Reminder Notice is mailed

• Day 35 – Final Due Date/Courtesy Call

• Day 36 – Account is Pending Cutoff, $5.00 late fee assessed

• Day 50 – Account is force final closed if no contact

• Once closed further collection efforts may involve Collection 
Agency and 5 Star Debt Setoff

Billing/Collections



Write-Off



Collection

2015 decrease is a result of the North Carolina State Tax Table adjustments.  This adjustment 
resulted in individuals receiving an increase in take-home pay, decreasing state tax refunds.



Contact/Collections Center



Contact/Collections Center



Payments
Average Monthly Payment Transactions

IVR , 4,100 

Bank Draft, 2,860 

Mail, 5,408 

Call Center, 5,300 

City Hall, 8,240 

North Point, 2,171 

CHP Online , 12,600 

Online Banking, 
5,109 



Collections
North Point

2,200 Walk in Payments per month
City Hall

8,200 Walk in Payments per month



• City of High Point directly contributes 
yearly to the Community Resource 
Network (CRN)

• Funds are allocated to members of the 
CRN for Emergency Utility Assistance

• Each member of the Customer Service 
Team has an established relationship 
with the core members of CRN

• Customer Service Representatives must 
create extensions that meet our policies 
while providing ample time to the agency 
with no service interruptions

Community Assistance
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Call Center



Call Center



Call Center



Incoming Calls

Account/Bill Inquiries

Payments

Move In/Out

Street Light

Garbage

Call Center
7:30 a.m. – 5:30 p.m. | Monday - Friday

Monthly Average

4,500

5,300

1350

150

300

Other Calls include sewer back up, dead animal 
pickup, overgrown lots, etc.



Projects

• Cayenta Upgrade
• Complete new design and functionality

• Paymentus Implementation
• New features include text to pay Credit Card Draft

• Avaya Phase II
• New features include Call Back Request 
• Customer email request

• Other
• Customer Self Service
• Cashier Security



Business Partners
Merchant Services 
Credit Cards
City Wide – 11 
merchant accounts

Online Bill Pay
Automated Phone  Pay

Call Center Bill Pay
Text to Pay

Credit Card Draft

IVR
Outage 

Management

Credit Checks
SSN Verification

Online energy 
audits
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• Website Maintenance
• Merchant Services City Wide
• Rebate program

• Water Heater - $150
• Heat Pump - $300/$400 (15 SEER and above)

• Software Projects
• Online Energy Audit & Conservation Kits
• Staff Support, Payroll/Benefits

Administration



• 166 Showrooms
• 99% Collection Rate
• 5 of the largest showrooms total 58% of the total revenue

• Rate of $0.15 Per sf billed annually in July
• Tax Liens

Showroom Tax



Visit Us:

HighPointNC.gov/CustomerService
@CityofHighPoint

@CityofHighPoint
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