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oate July 30, 2021 CITY OF DALLAS
o Honorable Mayor and Members of the City Council

sussect Dallas Water Utilities Campaign to Establish Payment Plans

The purpose of this memo is to share information on the Dallas Water Utilities (DWU)
marketing campaign encouraging customers with outstanding balances of more than 60
days to establish payment plans prior to October 2021. DWU, like most water utilities
across the country, suspended water disconnections and late fee charges in March 2020
at the start of the COVID-19 pandemic. Currently fifteen percent of DWU customers have
past due balances of more than 60 days with a median balance of $291.55.

DWU will begin a two-month public outreach campaign to connect with customers who
have past due balances and assist them in establishing payment plans to meet their
individual needs. All residential customers will receive an insert (see attached) in both
their August and September utility bills encouraging them to contact customer service
and establish a payment plan if their account is past due. DWU is also partnering with
Communication, Outreach & Marketing and the Office of Community Care. These
partnerships will ensure the campaign reaches our customer base, identify agencies that
can assist customers with past due utility bills and assist DWU with community outreach
through social media and other media outlets.

DWU understands that customers with past due balances are facing financial hardships
and will continue to assist customers by developing a payment plan that fits their budget.
DWU will also assist customers with identifying non-profit agencies that may be able to
provide financial assistance. As part of DWU’s outreach campaign, customers will be
encouraged to contact DWU to set up a payment plan and avoid late fees and water
disconnection by calling water customer service at 214-651-1441, Monday through Friday
from 8:00 a.m. — 5:00 p.m. As the country and City move towards a new normal, DWU
will resume water disconnections during the month of October 2021. Our goal is to assist
each and every customer to maintain this essential service and help in any way we can.
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As disconnections resume,
we are here to help!

Dallas Water Utilities (DWU) suspended water disconnections and late fees in March of 2020, at the onset
of the COVID-19 pandemic. DWU understands the need for all of our customers to have these essential
services. As the country reopens and returns to normal, so is Dallas Water Utilities. To ensure continued
and efficient delivery of utility services, DWU will resume water disconnections for accounts that are past
due and will again apply late fees for past due balances starting October 1, 2021.

Dallas Water Ultilities is still here to assist you during these difficult times. We value all of our customers and
will work with each and every customer to establish a payment plan that fits your budget. Customers who
establish payment plans will avoid disruption of services and continue to avoid late fees.

Homeowners:

If you are behind on your water bill and are unable to make your full payment at this time, please contact us
at (214) 651-1441 to discuss your options for establishing a payment plan that meets your needs. Our
specially trained Customer Service Agents are available Monday through Friday from 8:00 a.m. to 5:00 p.m.

Renters:

If you are a renter and need assistance paying your utility bill and/or your rent, please visit https://
bit.ly/codrentrelief. This website will be updated regularly as other assistance opportunities
become available.

To make a payment:

If you would like to make a payment on your DWU account, please contact (214) 651-1441 or visit
DWU’s ePay website at Dallascityhall.com.

For additional resources, contact 311.
BN AR, 1HERR 311
MEHEMELZEIR , FHE 311
FItE X27F Hast 42 311 2 HESH Q.
Dé biét thém thong tin, vui long lién hé vai 311
dqlkl?m wocfnccjaor“uosnlmes At PhT N 311 ROAD- 1794, Publication No.FY2020-21 #74


https://dallascityhall.com/departments/community-care/Pages/Short-Term-Rental-Assistance.aspx
https://dallascityhall.com/Pages/default.aspx

Los Servicios de Agua de Dallas (DWU, por sus siglas en inglés) suspendieron las desconexiones de
agua y los cargos por retraso en marzo de 2020, al inicio de la pandemia por COVID-19. DWU entiende
la necesidad que tienen todos nuestros clientes de recibir estos servicios basicos. A medida que el pais
vuelve a la normalidad, también lo hacen los Servicios de Agua de Dallas. Para garantizar servicios
publicos continuos y eficientes, DWU reanudara las desconexiones de agua para las cuentas que estan
atrasadas y volvera a aplicar cargos por retraso en el pago a partir del 1 de octubre de 2021.

Los Servicios de Agua de Dallas siguen estando aqui para ayudarle durante estos tiempos dificiles.
Valoramos a todos nuestros clientes y trabajaremos con cada uno de ellos para establecer un plan
de pago que se ajuste a su presupuesto. Los clientes que establezcan planes de pago evitaran la
interrupcion de los servicios y continuaran evitando los cargos por demora.

Propietarios de viviendas:

Si estd atrasado en el pago de su factura de agua y no puede hacer el pago completo en este momento,
por favor péngase en contacto con nosotros llamando al (214) 651-1441 para discutir sus opciones para
establecer un plan de pago que se ajuste a sus necesidades. Nuestros agentes de servicio al cliente
especialmente capacitados estan disponibles de lunes a viernes de 8:00 a.m. a 5:00 p.m.

Inquilinos:

Si usted es un inquilino y necesita ayuda para pagar su factura de servicios publicos y/o su alquiler, por
favor visite https://bit.ly/codrentrelief. Este sitio web se actualizara regularmente a medida que haya
otras oportunidades de asistencia disponibles.

Para hacer un pago:
Si desea hacer un pago en su cuenta de DWU, por favor, llame al (214) 651-1441 o visite el sitio web ePay
de DWU en Dallascityhall.com.

PARA OBTENER RECURSOS ADICIONALES,
PONGASE EN CONTACTO CON EL 311
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