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Presentation
45 min

•Water Billing

•Advanced Metering Infrastructure

•Surface Water Treatment

•Utility Billing Ad Hoc Committee

Q&A
15 min

Questions from 
the audience 
and online

Open House
30 min

Meet with staff 
and elected 
officials for 
more detailed 
information



Water is the most essential service for 
a community.

Providing high-quality, reliable water
24/7 is a complex process that requires 

massive infrastructure investments, 
significant human resources for 

continuous upkeep, and an intent focus
on the long-term future to stay up to 

date and ahead of growing demands
of Pearland.

It is a $56.7M per year business.







• 25 gallons per day
• 2.6 gallons per flush
• 17 gallons per minute
• 7,000 gallons lost annually
• 11 gallons per wash
• 36 gallons per day (tub)

1 gallon per minute (sink)

Source: American Water Works Association



US home water use up 21% daily during 
COVID-19 crisis - TechRepublic

Coronavirus lockdown caused dramatic
changes in water consumption, research
finds (phys.org)

How the Coronavirus Pandemic is Affecting Water Demand
- Pacific Institute (pacinst.org)

https://www.techrepublic.com/article/us-home-water-use-up-21-daily-during-covid-19-crisis/
https://phys.org/news/2020-11-coronavirus-lockdown-consumption.html
https://pacinst.org/how-the-coronavirus-pandemic-is-affecting-water-demand/#:~:text=Changes%20in%20Water%20Demand.%20The%20COVID-19%20pandemic%20has,going%20untouched%2C%20including%20the%20vitally%20important%20water%20sector.


Old-style meters measured water by 

passing over a disc that rotates and turns 

gears. 

Over time these mechanical components 

wear down and a system-wide change out 

was planned as meters reached the end of 

usable life. 

As meters failed during the window of the 

scheduled change out, water bills were 

conservatively estimated based on 

previous usage, rather than ordering 

additional old-style meters.





Despite turnover in all the group’s leadership positions in the last year, 

the Utility Billing Division must continuously and proactively seek out 

ways to improve processes, both internally and externally, to provide 

exceptional services. Status quo, which is based on past practices, is not 

acceptable. 

“Every customer-client interaction in UB is an opportunity for problem

solving and systemic improvement as well as for rebuilding relationships

with users.”
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• Continue to identify and contact the top 50 highest consumption accounts 
in each billing cycle based on previous “unbilled” month’s usage after each 
billing cycle’s monthly meter reading.

• Identified accounts receive a courtesy phone call or email to advise of the 
upcoming bill’s usage. 

• Staff offers a meter profile, a water analysis from the customer’s new Badger 
water meter of their recent 40 days consumption.  

• The usage analysis provides the daily and hourly usage for the 40 days
consumption. 



Suspension of 
late fees due 
to arrearage

•February 2020

Continued 
suspension of 
late fees due 
to COVID

•March 2020

Council 
approval of 
resumption of 
delinquency 
process 
November 
1st, 2020

•August 2020 

Proactively 
contacted 
customers 
with past due 
amounts

•October 2020 

Resumed late 
fee process

•November 2020 

Resumed shut 
off process

•December 2020

Steady 
decline of 
shut offs

•February 2021

Suspension of 
late fees due 
to adverse 
effects of 
Winter Storm 
Event

•March 2021

Shut offs will 
resume

•May 2021



99.1% of customers 
did not have their 
bill double (37,981 
customers) 

0.9% of customers had 

their bill double (341 

customers) 



Utility Billing will continue to rebuild 
the trust with our customers, through
transparency tools; to view their usage

with meter profiles in preparation for 
the AMI system and the customer portal. 







$168,000,000
Yields

3.65 Billion Gallons/Year
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*Price do not include trash service fee
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