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STAFF REPORT 

 
 

TO: Chairman and Board Members 
THRU: Mark Foree, General Manager 
FROM: Kim Mazeres, Customer Relations Director 
DATE: December 12, 2011 
SUBJECT: Report regarding Ombudsman activities from December, 2010 through 

November, 2011 and request for Board direction and possible authorization 
for the General Manager to renew the Ombudsman Contract with Joanne 
Stralla 

  
 
Summary 
 
The Board of Directors has asked staff to bring the Ombudsman contract back to them for review 
annually.  Ms. Joanne Stralla has been TMWA’s Ombudsman for the past three years.  Staff has 
enjoyed working with Ms. Stralla in solving customer issues during this time and asks the Board 
for their direction concerning the continuation of her contract with TMWA to provide 
Ombudsman services. 
 
Background 
 
On November 1, 2005, pursuant to Board direction, Truckee Meadows Water Authority entered 
into a Professional Services Agreement with Don Rhoden to provide Ombudsman services for 
TMWA customers.  This contract was renewed annually, until Mr. Rhoden’s resignation in late 
2008.  In December of 2008, TMWA entered in to a contract with Joanne Stralla, following Ms. 
Stralla’s appointment to the Ombudsman position by the Board in November, 2008.  Last 
December the Board renewed Ms. Stralla’s contract for 2010.  A copy of her contract is 
Attachment #1 to this report.   
 
Ombudsman Stralla has prepared a summary of her past year’s work for TMWA, which is 
Attachment #2.  (I have modified this report to remove customer names, addresses, phone 
numbers and account numbers.)  Over the past 12 months TMWA has paid Ms. Stralla $2,237.50 
for services rendered.  This is a minimal expenditure for the advantage to our customers of 
having an independent Ombudsman to assist them.   
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DATE OF INQUIRY   CUSTOMER   ACCOUNT  STATUS   STATUS DATE TMWA OWNER  FINAL RESOLUTION 
 

 
12/8   Robert Whitehouse 707-448-0723       Kim Mazeres      

                 Mr. Whitehouse is on the Board of  
                Directors for a small water company 
                outside of Sacramento.  He wanted  

                someone to call him regarding Automatic 
                Readers.  Kim referred to Andy Gephardt 
                Andy and Brent will follow up with 
                Mr. Whitehouse. 
 
12/29   Shirl Meyers  747-0766           Wanted to know when all water accounts 
                would be put on meters.  I told her that  
                the information regarding this on our 
                website is correct.  But if she was not 
                satisfied with that information she could 
                contact a Board Member. 
 
12/29 & 12/30  Kathy Paul 746-0438         Kim Mazeres  Received four phone calls from Kathy. 
                She insisted that she made an electronic 
                payment in the amount of $90.00 and it 
                had cleared her bank account but Kim 
                Mazeres was going to return because she 
                would only accept a cash payment from 
                her.  I told her over and over and over 
                that if her payment had indeed cleared 
                the bank it would not be returned and 
                her service was not in jeopardy.   She  
                finally stopped calling.  

              
4/11/2011  Donald Pierczyk 2160 Allen St    complete    Kim Mazeres  Customer never took account out of his 

                 deceased mother’s name. The residence was 
                Rented out and when the tenant left she had 
                The water turned off.  When he called to 
                Have the service turned back on he was  
                 asked to pay a $100 deposit and a $50  
                Reconnect fee.  Kim waived the deposit  
                Based on his credit and the $50 fee had 
                Already been credited.  Happy Customer. 
 
4/12/2011  West Ridge Apts 747-5959 Kristy   complete    Kim Mazeres  Customer wanted to know if TMWA is 
                Responsible for a broken lid in their 
                Parking lot that says Water.  It needs  
                To be replaced or repaired. 
 
4/26/2011  Immaculate Conception Church 
   Father Norm King 358-5966     complete   NV Energy (Karen McGinley) Father Norm approached me thinking I 
                Was the Ombudsman for NV Energy, 
                When I told him that I was with TMWA 
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                But that I retired from NV Energy.  He 
                Than asked me if I could assist him  
                With getting a rebate for new fans that 
                Ray Heating had installed in the 
                Church.  I put him in touch with Karen 
                McGinley who in turn contact Ray 
                Heating.  I appears that the church will 
                Receive a $3100.00 rebate. 
 
5/5/2011   Marcie Hernandez 378-8221   complete    Kim Mazares   Customer CONP .  After much discussion 
                I told her if she pays $50.00 5/6/11 at Sak 
                & Save that her service would be restored. 
                She is then to pay $20.00 per week  
                Starting 5/14 until her arrears are paid. 
                I told her any missed payments would 
                Result in termination of service and she 
                Will be required to pay the full balance. 
 
5/10/2011       complete                                    Kim Mazeres    Received a call from a gentleman who 

                                            said he was a landscape contractor he did 
                Not leave a name or a number.   I was able  
                To retrieve his number 530-3354. 
                He called to 
                Complain about the grass that he thought 
                TMWA approved to be planted on  
                Veterans Parkway.  Kim returned his call 
                And explained to him that Veterans Pkwy 
                Was not in our service area.  He also said 
                He was going to tell all of his friends to 
                Water all they want since we approve 
                Such projects.  He thought he should still 
                Water twice a week.  He was happy to  
                Find out that he can water 3 times. 
                
5/13/2011  Mr. Forste 916-943-6215   complete    Kim Mazeres   Mr Forste rented a house in Reno and 
                Had the water service in his name.  He  
                Moved out in June of 2008, but never had 
                The service taken out of his name.  The 
                Landlord used his service for 3 months. 
                He never paid the bills.  It is now on his 
                Credit.  I told him that his recourse is with 
                His landlord not TMWA since it was his 
                Responsibility to take the service out of his 
                Name.  He said it isn’t fair and hung up. 
 
5/18/2011  Jo Perkins 789-0810    complete    Kim Mazeres   When I returned the customer’s call.   
                She informed me that Kim Mazeres had 
                Taken care of her problem. 
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5/31/2011  Marlene Hennessey 331-0563   complete    Andy Gebhardt   Customer was very upset about her bill 
                Going from $50 to $125.  She had a  
                Person by the name of Josette come to 
                Her house to check for leaks, etc. but 
                Nothing was found.  She was also told  
                That her meter was not working  
                Correctly and that she was going to be 
                Back billed to November.   Andy checked  

                          everything out and found that there 
                Was not a problem with the meter and that 
                There would be no back billing.  Lora and 
                Eden had already decided to write off the 
                Excess charges.  Andy told her that we  
                Would watch her account and make sure 
                Her next billing is correct.  The  
                Customer was very happy. 
 
6/1/2011   Lance Parker 4005 Plateau   complete    Andy Gebhardt   Mr. Paker recently had his driveway  
                Repaved .  There is a meter box in his 
                Driveway  this raised the grade around  
                His meter box by 1 ½ to 2 inches.  He 
                Wanted TMWA to raise the meter box. 
                We explained that we were not the ones 
                Who created the issue.  After much  
                Discussion, we said we would raise the 
                Meter box at our expense and he will be 
                Responsible for the costs of the finish 
                Work that will be required to blend the 
                Newly raised box with the existing  
                Asphalt driveway. 
 
6/10/2011  Vickie Railton 2590 Peavine Creek Rd  complete    Kim Mazeres   Customer was complaining about her 
                Water usage.  She thinks that we are not 
                Reading her meter correctly.  She wants to 
                Know if we read her meter remotely or  
                Manually.  She wanted to know if someone 
                Would come out and show her exactly how 
                The meter is read.  Neecie and Kevin met 
                With the customer on June 16th.  After  
                Everything was checked out the customer 
                Said she was going to watch her usage and  
                Monitor the meter.  She told Neecie she did 
                Not want the meter pulled but that she was 
                Going to file a dispute.  If customer does  
                File a dispute, we will pull the meter and 
                Have it tested. 
 
6/30/2011  Heather - Lakeridge East Apts 823-9633  complete    Kim Mazeres   Heather wanted to talk to someone  
                Regarding a filtration system.  When we  
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                Got back with her we found she  
                Actually wanted filter pricing and 
                And installation options as an 
                Alternative to bottled.  She was  
                Looking for Truckee Meadows 
                Water Systems. 
 
7/14/11   Mr.Slovik      complete    Customer Service   Recently moved into a rental that 
                He owns.  Wanted service in his  
                Name. 
 
7/21/11   Estelle Mastros 820-1026 
   1425 Julie Court    complete    Andy Gebhardt   Customer said the water pressure at 
                Her residence has gone from 60 PSI 
                To 50PSI.  She wanted to know what 
                She needs to do to return her pressure 
                To 60PSI.  Rep was sent out to explain 
                Pressure to her.  She understood and 
                Was fine with her pressure.  She was 
                Impressed at our quick response. 
 
7/21/11   Robert (Jolee) Leptrap 453-2800   complete        Customer left me a message stating 
   6706 Marbee  Dr            He had a water leak at his new  
                Residence.  I called him back twice, 
                But he never returned my call. 
 
7/29/11   Donne Zutshi (Travel Center) 
   Greco baby@aol.com    complete    Kim Mazeres 
   71 Keystone Avenue        Lora Richards 
            Josette Jacquemin   Water main to the building was 
                Eroded over time and was leaking 
                For at least several months.  This was 
                Determined by a plumber who came 
                Out to fix the problem.  Customer is 
                Concerned about the water usage for 
                The past two months.  Josette went 
                Out to the property and found a toilet 
                Leak.  Customer was told that once the 
                Leak is repaired to contact Lora and 
                She will give her a leak adjustment. 
                Customer was very satisfied. 
 
7/7/11   James Vonner   complete     Customer Service   Mr. Vonner wanted new service.   
                Referred him to Cust. Service. 
 
7/12/11   Robin Duchent 338-9195  complete     Customer Service   Robin wanted new service. 
                Referred her to Cust. Service. 
 
8/2/11   Teresa 622-7450   complete     Customer Service   Teresa wanted to change service into her  
                Name. 

mailto:baby@aol.com
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8/8/11   Rick Weiss 815-3384   complete     Customer Service   When I returned his call he said that his  
                Water was back on and everything was  
                Okay. 
 
8/11/11   Antoine Freeman 5290 Cascade  complete     Kim Mazeres   Antoine’s mother called  regarding the  

Account Cut-Out-for-Non-Payment.  Told 
her could not 

                Discuss with her but that I would 
                Contact Antoine.  After much discussion 
                We decided to accept $284.85 to get the 
                Service turned back on and $53.27 by 
                8/31.  He said that he would keep this 
                Agreement. 
8/24/11   Dan Ryder (Dickson Realty) 
   2155 Hellaby 742-3376  complete     Kim Mazeres, Gary Cornwall  Mr. Ryder said the property is for sale 

Andy Gebhardt And vacant.  It is bank owned.   They have 
a Standing Order.  The service was left on 
and Thousands of gallons of water flooded 
the house.  After Investigating, it was 
determined that TMWA Did not leave the 
water on and was not Responsible.  The 
customer agreed. 

 
8/30/11   John Ekstrum  2788 Newburgh``` complete     Kim Mazeres, Neecie Schlesener  Customer called regarding property at 
                2798 Newburgh, which is bank owned and 
                For sale.  He said that the sprinklers have  

                been on way too long and that the water is 
                Is collecting under his house.  He said he 
                Went over and turned the sprinklers off 
                And will turn them on as necessary to 
                Maintain the yard. He would like us to 
                Contact the customer of record to have the 
                Sprinklers reset.  We were able to contact 
                The landscaper as well as the owner’s  
                Daughter.   They will take care of the issue. 
 
8/31/11   William Burnson  233-3781  complete    Kim Mazeres    Mr. Brunson was calling on behalf of his  
                Tenants, Aaron and Michelle Tatton.  He  
                Said that when they were renting his house 
                There was a leak the a relief valve on the 
                Water heater.  The thought it was in the 
                Sprinklers and could not repair it.  The 
                New tenant found what the problem was. 
                Apparently, we have a bad debt with the 
                Tattons.  He was asking if we could give 
                Them some adjustment.  We decided to 
                Make an adjustment of $150.00 leaving 
                A balance of $39.85.  I contacted the 
                Tattons to let them know.  They were very 

Satisfied.  Property is at 4557 VillageGreen 
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9/1/11   Lady did not leave name or number  complete   Kim Mazeres    She called and left me a message that 
                There is water leak at the North Hills 
                Shopping Center. 
 
9/8/11   Mark McBee  232-0350   complete   Kim Mazeres/Dennis Dobyns   Mark is with the City of Reno Bldg and 
                Mtnc. Dept. He was concerned with 
                The pump houses at Northgate.  He said 
                There are three of them. He said the one 
                On Doretta Lane has 150lbs of pressure 
                Running through it.  He is concerned 
                Because they will turn the water off for 
                Winter and he is afraid that the pipe will 
                Freeze and cause a big mess. 
 
9/15/11   Andre Woodside Village Apts   ongoing    Kim Mazeres 
   233-5295        Andy Gephardt    Andre said he has been waiting to have  
                Water meters  to be installed at the apts. 
                Since February.  He hasn’t heard from  
                Anyone about what is happening.   
                Apparently,  this is a huge retrofit and he 

Now next the list.  When he was told he 
was Up next. He said he was fine with that. 

 
9/15/11   Ione Dawson    complete   Kim Mazeres 
           Josette Jacquemin    Ione who is 93 years old said that her bill 
                Has gone up considerably this summer. She 

                said she checked her sprinkling system for  
                Problems but found none.  She wants to 
                Make sure we are reading her meter  
                Correctly.   Josette set up and appointment  
                To revue the service.   
 
10/5/11   Andy - Reno Parks and Recreation  complete   Kim Mazeres    Called to inform us that someone had 
                Run into the gate at the water tank on 
                McCarran and Keystone.  We were already 
                Aware and were taking care of it.  
 
10/5/11   Meg Conner, San Antonio Water Sys.  Complete   Kim Mazeres    She wants someone to call her regarding 
                The merger with TMWA and Washoe 
                County.  I told her it really wasn’t a  
                Merger, but she wants some one to call her 
                Anyway.  210-233-3176. (water agency in  

Texas) 
 
10/6/11   David Russell    Complete   Kim Mazeres    David called to say that he had called to 
                Have his service turned off on Aug. 23, 
                But when the movers came to pack his 
                Belongings they could not take everything 

So he had to reschedule for the 26th.  When 
The service was turned off on the 26th he 
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Still had to have the residence cleaned so he 
Had to call back and have the service turned 
Back on.  He said he told the rep that he 
Only wanted service for one day.  Then he 
Receives a bill for a full month showing 

                19,000 gals of usage  plus a $50.00 service 
                Charge. He said he is willing to pay for one 
                Day and the service charge but that New 
                Deminsions Mgt is responsible for the bal. 
                It was decided to waive the $50.00 fee but 
                That he was responsible for the bal.  He 
                Agreed and was very pleased. 
 
10/6/11  Cindy Lake  848-6678   complete         She wanted to establish new service.   
                Referred her to customer service. 

 
10/12/11  Rebecca Long      complete         She wanted to establish new service. 
                Referred to customer service. 
 
10/27/11  Terry Thomas  4510 Azalea Dr,  Reno  complete    Kim Mazeres    He called to say that the house is empty and 
                The usage showed 40,000 gals.   He said 
                Spoke to someone in the Reno office and 
                They were sending someone out to check 
                The reads, etc.  He says he is sure there are 
                No leaks.  He has a sprinkling system but 
                It only comes on three times a week for 
                Three times a day for 10 minutes. 
 
                After much investigation, it was decided 
                That we would give the customer  20,000 
                Gallons at our lowest rate which would 
                Result in a credit of $28.25.  The  
                Customer agreed this was fair. 
 
10/27/11  Anonymous              Lady left me a message asking us to put 
                An insert in our bills regarding bicycle  
                Safety 
 
11/1/11  Janet Lawson 7145 Crosswater Ct  complete    Kim Mazeres    Customer said that she was being treated 
                Very rudely by customer service.  She is 
                Being charged additional deposit amount 
                Even though she already has a deposit on 
                Her account.  Foumd out that the payment  
                History on this account is horrible for nine 

            Years.  She has been  
cut-out-for-non-payment several times. 

                I called her back and told her that I could 
                Not help her.  That she needs to pay the 
                Deposit and make her monthly payment on 
                Time.  She has been late paying her account 
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                10 of the last 12 months. 
 
11/14/11  Amber Fuller (Realty Blvd.)   complete    Kim Mazeres    Customer wanted information regarding 
  247-8123              Multiple billings, etc.  She is the owner 
                Of Realty Blvd.  
 
11/22/11  Vivian Jordon 5626 Bridger Peak Ct  complete    Kim Mazeres    Customer wanted to make sure that her 
  843-4993              Service had been turned on.  She was not 
                At her property.  Service had been turned 
                On as scheduled.   
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