


Introduction to Information 
Request 

Fred Desoto, Customer Assistance Program Supervisor, Austin Energy 



Is Customer Information gathered by Austin Energy 
considered confidential? 

 
• Texas Attorney General issued ruling OR2011-14511 recognizing 

 electric information is protected and confidential 
 

• Texas Utility Code 182.052 further states customers have rights to 
confidentiality in government-operated utilities 
 



Why is data protected? 

• Protects our customers from fraud 
• Competitive Matters protection for utility (Section 522.133 

Government Code) 
• Doesn’t give competitors an advantage of our infrastructure 

• State Law requires government utilities to protect certain information 
• Prevents others from identifying or locating individuals 
 



What is considered customer information? 

Information in the City of Austin utility billing system (552.133(b) 
Government Code) 

• PII data 
• Address/Phone Numbers 
• Electric Usage 
• Payment history 
• Electric Billing history 
• Service Start / Stop history 

 



Why is water usage not considered protected 
information like electricity? 

Natural finite resource 
 



Can I protect my water utility information? 

Confidentiality Agreement Form 
 



What is a customer information request? 

Customer requesting data from their own account 
• No release necessary 
• Confirmation by validating ID on account 
• 12 most current months available online 
• 13 months and on considered historical 
• Fee may apply 

 



Can a customer delegate someone else to 
receive their account customer information? 

• Release of Information (RIA) policy allows customers to grant others 
account access 

• Customer Information Requests 
• Government Information Requests 

• Proper City of Austin Authorization Form -Release of Information 
Form 

• Power of Attorney  
• Attorney Representation 
• Verbal Release 

 



What is a government information request? 

A partner, government agency or other like third party requesting 
customer data from an Austin Energy account 

 

• Release of Information necessary 
• Confirmation by validating customer signature on form 
• 12 most current months available online 
• 13 months and on considered historical 
• Fee may apply 

 



What do I do as a governmental entity to 
access my customer’s account information? 

• Requestor must have a Release of Information (RIA) on file 
• 72 business hour turn around  
• Incomplete RIA’s will be denied 
• Faxed to (512) 505-4020 
• Emailed to: AEGovInfoRequest@austinenergy.com   

 

mailto:AEGovInfoRequest@austinenergy.com


Release of Information Form 
• An Authorized Party 
• The Scope of the access 
• The Term of access 

 



Release of Information Form 
• Account Holder’s name 
• Account Holder’s signature  
• Valid ID  
• Account number or address  



What is an open / public Information 
request? 

Requests for City of Austin records not found in the City of Austin billing system 
 

• Contracts 
• Financial Records 
• Operating Data 
• Personnel Files 
• Emailed to:  public.information@austintexas.gov  
• Online form:  www.austintexas.gov/public-information-request  

 

mailto:public.information@austintexas.gov
http://www.austintexas.gov/public-information-request


Escalations 
Tiffani Webb, Customer Solutions Manager, Austin Energy 



Customer Solutions: Escalations 

Who we are: The Escalations team is a group within Customer Services 
Management that receives investigation requests from Customer Care and 
various other City Departments.  

 

What we do: This team conducts high level analysis and provides direct one 
on one support to customers during a dispute.  

• Customer Escalations 
• Administrative Reviews 
• Administrative Hearings 

 



Escalations 
Customer Escalations are received through multiple channels, the Utility Contact 
Center, Executives, City Council and various Government offices.  

 
Types of Escalations: 

Bill Dispute Solar Billing & Consumption 

High Electric/Water Disputes Severance/Payment Arrangements 

Electric/Water Meter Tampering Executive Level Escalations 

Water High Volume Administrative 
Adjustments 

Deceased Account Holder Investigation 

Meter Issue Investigations Administrative Hearing Requests 



Administrative Reviews 
An Administrative Review is completed as part of the Dispute/Escalation process.  
Administrative reviews consist of: 

Customer Contact 

• Utility Contact 
Center 

• Executive Level 
• City Council 
• Government 

offices 

Customer Solutions 
Review/Analysis 

• Financial History 
• Consumption 

History 
• Field Activities 
• Premise History 
• Tampering 

Close out 
Administrative Review 
• Customer Contact 
• Admin Review 

Findings 
• Payment Options 
• Conservation 

Discussions/referrals 
 



Administrative Hearings 
An Administrative Hearing provides customers the option to present items such 
as bill disputes, balance transfers, meter tampering, and high consumption to a 
third party, independent hearing officer for review.  
 

The Customer Solutions team is responsible for scheduling and coordinating 
hearings for various City of Austin Departments such as: 

• Austin Energy  
• Austin Water  
• Water Conservation 
• Watershed Protection 
• Code Compliance  
• Austin Police Department 
• Animal Control  

 
 



Questions? 
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