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STAFF REPORT 

 

 

TO: Chairman and Board Members 

THRU: Mark Foree, General Manager 

FROM: Andy Gebhardt, Director Customer Relations 

DATE: November 16, 2016 

SUBJECT: Report regarding Ombudsman activities from December, 2015 through 

October, 2016 and request for Board direction and possible authorization for 

the General Manager to renew the Ombudsman Contract with Joanne 

Stralla for Calendar Year 2017 

  

 

 

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 since 2008.  Staff has 

enjoyed an excellent and productive working relationship 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 2016.  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 11 months TMWA has paid Ms. Stralla $2,475 

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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Exhibit A 

 

TMWA Ombudsman Scope of Work 

 

The Ombudsman is to act as an additional avenue of escalation for customer concerns and 

complaints, and as an independent advocate for TMWA customers.  The Ombudsman will 

respond in a timely manner to any customer concerns, and will work with TMWA staff and 

within TMWA rules and guidelines in attempting to resolve any customer issues.  The 

Ombudsman will provide a yearly summary of any customer contacts and their resulting 

resolutions. 
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