Wastewater Utility Customer Policy Manual

Utility Name

Date of Manual Version

Utility Administration

List Board of Directors/Council

List Manager/Superintendent

List Attorney

Utility Phone Numbers and email addresses

(Include website here: if you have one)

Welcome, you are now in an area that is being served by   Name of Utility. Our utility is constantly striving for methods to serve you better. As a result, we have printed this booklet in hopes that it will help you to better understand your utility.

Administrative Procedures

1. Ask for Identification: Utility employees who deal with the public are required to carry identification cards with his or her photograph on it. Our vehicles can be identified (provide description).

2. Billing Dates: Provide billing information ( penalty dates, etc.)
3. Payment and Location: Provide information on office hours. Types of payments accepted and where payments can be made. Billing Address.
4. Deposits: As a new customer opening an account, a deposit is required before service can be initiated. For residents, it is a minimum of _____. This deposit will be returned to you after __________ of good credit or after you have paid your final bill. Deposits may be waived for the following reasons (list). 

5. Making a Payment:
a. May be mailed (where)
b. May be dropped off at ________________.

c. Other options here.

6.  Service Fees: There are times when you will be billed a service charge to defray costs that are attributable directly to you needs. You are required to pay a service charge when, for example:

a. Your service is disconnected for non-payment

b. Your service is reinstated after it has been disconnected.

c. NSF checks

7.  Check writing procedures: Willfully writing a check without sufficient funds in your account to honor it is a crime in the State of Indiana. It is our practice to give you an opportunity to make the check good at our office before we contact the county prosecutor for legal action. (Insert your check redemption procedures here) 

8.  Service Lateral Responsibility: Each customer has a separate service lateral. The utility is responsible for maintenance of the sewer main. stop. The customer is responsible from the sewer main to the house. In the event of backups, call the utility.

Our serviceperson will determine if the backup is the result of a main line blockage. If the blockage exists in the sewer main, the utility will clear the blockage at its expense. If the blockage area is between the sewer main and the house, it will be the customer’s responsibility and expense. If your lateral service line develops a break, you must pay for all repairs.

14.
Rates: (Insert Rate Schedules)
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