CITY OF

I_O N G Memorandum

Date:  October 31, 2025
To: Thomas B. Modica, City Manager”f’?%‘é

From: Lea Eriksen, Director of Technology & Innovation A ;
B. Anatole Falagan, General Manager of Long Reach Utilities

Kevin Riper, Director of Financial Management /<
Bob Dowell, Director of Energy and Environmental Services ¥ 2+
For: Mayor and Members of the City Council

Subject: Upcoming Launch of New Utility Online Portal

In partnership with the Long Beach Utilities Department (LBUD), Financial Management
Department (FM), and Energy and Environmental Services (EES), the Technology &
Innovation Department (TID) is pleased to announce the upcoming launch of a new utility
customer service online portal known as “MyUltilityPortal.”

Developed to enhance customer experience and aimed to improve access to essential
services, the Long Beach MyUtilityPortal offers residents and businesses a convenient way to
view current and projected utility bills, schedule services online, and receive timely notifications
for upcoming payments. The existing web portal—Meridian Customer Utility Engagement
System (MCUES)—will be phased out shortly after the launch of MyUtilityPortal.

MyUtilityPortal is scheduled for an official launch date on Monday, November 10, 2025.
MyUtilityPortal users will soon be able to view their water, sewer, natural gas, and refuse
services all in one place. Key features of MyUtilityPortal include:

e 24/7 account access to view water, sewer, gas, and refuse billing and usage

¢ Projected bill estimates based on real-time usage patterns

e Online service scheduling, reducing the need to call for appointments

e Enroll in payment programs such as AutoPay, Payment Arrangements, and Budget
Billing

e Compatibility with all mobile devices and internet browsers
e Ability to pay your bill online, more efficiently and securely
Long Beach customers may visit www.longbeach.gov beginning November 10%" to register their

new account. All users for the new MyUtilityPortal must have their utility account number and
verifiable identification to register.



http://www.longbeach.gov/
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Utility Web Portal Background

Launched in 2013, the existing City utility web portal, MCUES, was originally released as a
beta product developed for Utility Services, a collection of water, sewer, gas, and refuse bill
payments. Over time, customers faced several challenges with the portal including, but not
limited to:

e Browser incompatibility

e A non-responsive design that did not adapt to all devices or screen sizes
e Slow load times, especially for users with multiple utility accounts

e Lack of accessibility compliance

¢ No language translation options

e Occasional display errors showing incorrect account balances

Because of these issues and the end of vendor support, the Long Beach Utilities Department
(LBUD) and TID began the process to replace the utility web portal through a formal Request
for Proposals (RFP) issued in April 2023. After selecting the winning vendor—i3 Verticals—the
project was officially initiated in April 2024.

While the original project timeline estimated an eight-month implementation, some of the more
complex features such as start, stop, and transfer services required additional time for
configuration and development. In total, TID, LBUD, and i3 Verticals conducted 18 months of
configuration, development, and testing to ensure a reliable, accessible, and user-friendly
experience for all customers. The new utility web portal is scheduled to go live on Monday,
November 10, 2025.

Customer Service and Utility Bill Assistance

A distinguishing feature of MyUtilityPortal is its screensharing application. To better assist
customers, Long Beach Customer Service Representatives (CSRs) can use i3 Vertical's
screen sharing capability to better guide customers with registration or accessing their bill
payment in real-time and in a secure manner.

Customers who currently pay in-person may continue to do so at Long Beach City Hall (411
West Ocean Boulevard) or at their local 7-Eleven, CVS, Walgreens, Dollar Tree, Food4Less,
or Ralphs locations.

Refuse, Recycling, and Organics

The launch of MyUtilityPortal will have no impact on the City’s rollout of the Residential
Organics Collection Program. The phased residential program rollout will be completed in
October 2025, based on existing refuse collection days for residences serviced by the City.
Residents with City service, or customers, are encouraged to view the City’s Maplt web
application to find out when their organics collection service is scheduled to begin.


https://experience.arcgis.com/experience/846a17aadb6e40d79f4da0470d106bcf
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For questions and more information, please contact Technology and Innovation Department —
Brett Yakus, Enterprise Information Systems Officer at brett.yakus@longbeach.gov.

CC: DAWN McINTOSH, CITY ATTORNEY
DoucLAs P. HAUBERT, CITY PROSECUTOR
LAURA L. Doup, CITY AUDITOR
APRIL WALKER, ASSISTANT CITY MANAGER
TERESA CHANDLER, DEPUTY CITY MANAGER
MEREDITH REYNOLDS, DEPUTY CITY MANAGER
GRACE YOON, DEPUTY CITY MANAGER
TYLER BONANNO-CURLEY, DEPUTY CITY MANAGER
KEVIN LEE, CHIEF PuBLIC AFFAIRS OFFICER
MoNIQUE DE LA GARzA, CiTY CLERK
DEPARTMENT HEADS
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