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Round Rock, TX
Where?
• Williamson County 

• north of Austin

• IH-35 corridor

• Avg rainfall = 34”



City Stats
Rapid population growth:
 1990 = 30,923 residents
 Current Estimate = 106,462 residents in city limits
 Service area population ~ 150,000

~32,000 direct water connections
 Of those 29,000 are residential

Wholesale to 8 MUDs

Own & Operate WTP / WWTP

Diversified Water Sources:
 Lake Georgetown/Lake Stillhouse Hollow System
 Edwards Aquifer (<8 mgd)
 Lake Travis (future)



Metering Retrofit (a history)

2014 began upgrade to AMI fro AMR
New meter lids
Additional $800,000 & 1-yr
Registers changed out in-house
By 2016 considered done

Signed contract with portal provider in 2017
Customer portal live in March 2018



So, how’s this helping with 
customer service?



Utility Side Interface



Current Procedure (not glamourous)

1. UB pull a report once a month of all accounts 
with leaks;

2. Go tag property w/ level 2 & 3 leaks;
3. WC follows-up doorhanger with postcard;
4. Follow that up with an email, if known.
5. Follow up in about 2 weeks to see if fixed/not 

and send another email or letter (not postcard)
6. After about a month, send strongly worded letter 

that cites ordinance.



Residential Notices

Between April 2018 – April 2019:
 362 properties notified at least once of a leak.
 Of these 362 customers:
 44% fixed leak within 7 days!
 64% in 14 days
 83% in a month  
 92% in 2 months
 93% in 6 months

 Total of 300 leaks fixed within a month time frame!
 Hand-full still not fixed (about 8).

Several customers very appreciative, some not so much, others 
wanted to know why they weren’t notified sooner…



Commercial Notifications

39 different customers notified
 21 leaks fixed
 16 of those irrigation meters
 2 of those normal business operations (not leaks)
 18 customers never heard from

Sent some notices to physical address



What IS working:

Notifying people in general!
 Emailing got a much faster response in having the leak stopped 

than mail.

 I suspect texting may even be faster.

Getting people to use the customer portal 



What’s NOT working
(aka: lessons learned):

1. Residents wanting City to come out
 Revised notifications to say we can’t
 Created a webpage to give customers ideas about where to look
 Used WaterSmart “fix a leak week” info heavily (still do)

2. Renters

3. Several on-going leaks, no response from owner
4. Time consuming, tedious, at times got side-tracked & 

not timely follow ups at times.
5. Issues with commercial properties, knowing what is 

“normal” use, what isn’t, even internally with staff.







Have Not:

Ask what was causing leak;
Fine anyone or shut-off anyone’s water that was 

domestic use (did turn off some irrigation meters);
Pushed the customer portal



Moving ahead...
 No customer notifications from portal yet (soon?)

 Reduce time spent on leak notifications (testing out new 
methodology September 2019)



Thank you!
Jessica Woods
Water Conservation Coordinator, City of Round Rock
jwoods@roundrocktexas.gov

mailto:jwoods@roundrocktexas.gov
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