RESPONSE TO COUNCIL QUESTIONS RE: APRIL 23, 2024 AGENDA

Agenda Item 4.F 24-306 Action on Amendment No. 4 to the Agreement with InfoSend, Inc. for Utility Billing
Print and Mail Services to Extend the Term by Six Months and Increase the Maximum Compensation by
$280,000

Council Question:
Why not offer discount to residents for their bills if they accept to have online utility billing? What steps are we
taking to encourage customers to move to online soft copy bills?

Staff Response:
Customers currently have three options when receiving their Utility bill: paperless only, paper only or both.

Residents can select their billing preference through the My Utilities portal (see screenshot below). The
preferences can be changed at any time. When a resident calls into our Call Center they are informed of
paperless options. Information is also listed in the My Utilities account section of our website Why Sign-Up | City

of Santa Clara (santaclaraca.gov). The City does periodically add it as a bill comment on utility bills to encourage
participation in the paperless option.

While we could potentially explore discounts for paperless participants, our staffing resources are currently
focused on implementation of critical projects for the utility billing system including a revision of our front-facing
customer portal, back-end upgrade to the billing system, and conversion of additional electric meters to AMI.
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https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.santaclaraca.gov%2Four-city%2Fdepartments-a-f%2Ffinance%2Fmy-utilities-account%2Fwhy-sign-up&data=05%7C02%7CJMinot%40SantaClaraCA.gov%7Cdcb38946b2e24181c73b08dc63b23d1b%7C28ea354810694e81aa0b6e4b3271a5cb%7C0%7C0%7C638494864388948408%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C0%7C%7C%7C&sdata=v8aVRBIhLOiHbJDi9JTdEV4XsqB19j77iqUwvAYgeLM%3D&reserved=0
https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.santaclaraca.gov%2Four-city%2Fdepartments-a-f%2Ffinance%2Fmy-utilities-account%2Fwhy-sign-up&data=05%7C02%7CJMinot%40SantaClaraCA.gov%7Cdcb38946b2e24181c73b08dc63b23d1b%7C28ea354810694e81aa0b6e4b3271a5cb%7C0%7C0%7C638494864388948408%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C0%7C%7C%7C&sdata=v8aVRBIhLOiHbJDi9JTdEV4XsqB19j77iqUwvAYgeLM%3D&reserved=0

