


POLICIES FOR UTILITY BILLING�

 

�

 

A. New Accounts (see Exhibits A) 

1. Customers sign up for service by providing detailed information, including 2 forms of acceptable 
identification, such as a Social Security number and a Driver’s License number, and a current contact 
phone number.  (See Exhibit A-2) 

2. UB verifies that the address has been “finaled” so that the new customer can sign up. 

3. Customer is informed of the $20 connect fee. 

4. A work order email to connect service is created and sent to Public Works.  (see Exhibit A-3) 

5. A copy of the application is mailed to the customer. 
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(Exhibit A-1)
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OPENING AN ACCOUNT

��������	������

UB Dept fills out Water Application 
(MS Excel)

RENTER
OR

OWNER?

must stay in owner's name

renter

owner

Customer calls UB Dept

OWNER IN 
GOOD

STANDING?

no

yes

yes

all outstanding water bills
must be paid

�

inform of one-time $20 setup fee

mail completed application 
to the customer

Previous
City 

Customer?

no

Give work order to PW Dept to 
read meter & connect water

REGULAR 
BILLING
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No.

DATE: Account No:
NAME: Reading:
Renter? Owner? Reading Date:

Yes No No In Household:
Phone No.:

Previous City Customer Yes No
Notes:

Note: There is a $20.00 non-refundable turn on charge which will appear on your first bill.

1.

APPLICATION FOR WATER / SEWER / STORMWATER SERVICE

CITY OF NEWBERG

Outside City?
Service Address:
Billing Address: 

I hereby apply for water/sewer/storm water service to the above premises.  In consideration of 
the furnishing of service by the City of Newberg to the above premises.  I agree to:

Be responsible for all charges for service from the date of this application until I 
i th Cit ti t di ti i

2.

3.

4.

Initials
(Signature of Applicant)

ID #1: ID #2:

Soc. Sec. No.: and Driver's License:

Forms of acceptable ID for collection purposes:
Soc. Sec. No., EIN, Driver's License, Passport, Other Federal or State ID

Pay promptly all bills for service before the charges become delinquent and to 
notify the Finance Department that service is no longer required.

Delinquency.  The City of Newberg reserves the right to discontinue service when charges are not 
paid when due, and to refuse further service until the delinquency is paid in full.

Failure to Pay. Failure to pay all charges for service may result in further collection efforts by the 
City or the City may place a lien on the property.  Unpaid charges which become a lien may be 
enforced and collected in the same manner as any other municipal lien.

Have this application constitute a binding agreement between the City and myself 
only upon proper execution by myself and acceptance by the City.

give the City notice to discontinue service.

Abide and comply with all rules and regulation now in force or hereinafter 
enacted by the Newberg City Council.
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1

Caleb Lippard

To: PW Utility Technician
Cc: UB Clerk
Subject: 09/03/2013 CONNECT 1234 SMITH DR

METER�#�987654321�
�
John�Smith�
Utility�Billing�Clerk�
City�of�Newberg�
(503)�537�1205�
�
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POLICIES FOR UTILITY BILLING�

 

�

 

B. Monthly Billing (see Exhibits B) 

1. Meters are read at the end of each month. 

2. Staff does a cursory review of the consumption reports. 

3. Bills are mailed 3-5 days after reading, using a 3rd party provider.  (See Exhibit B-2) 

4. Staff does a more in-depth review of the consumption reports. 

Timeline for bills: 
Read meters: End of the month 
Bill Date: 3-5 days after Reading 
Due Date: 25 days after Bill Date 
Grace Period: 30 days total 
Delinquent Letter: 5 days after Due Date 
Delinquent phone calls: Delinquent Letter Date; 2 days before Shut Offs 
Shut offs: 10 days after Delinquent Letter Date 
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(Exhibit B-1)
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REGULAR BILLING

Utility Bills are mailed (or emailed)
on or around the 5th of each month

Data is sent to Bend Mailing 
by email 

DUE  25 days later, around the end of 
the month

PAID BY 
DUE 

DATE?

yes

no

Customer has an 
additional 5 days grace 

period to avoid 
delinquency

PAID BY END 
OF GRACE 
PERIOD?

yes

no

�

DELINQUENT 
BILLING
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POLICIES FOR UTILITY BILLING�

 

�

 

C. Delinquent Billing (see Exhibits C) 

1. Due date is 25 days after billing date. 

2. Delinquent letters are sent out 5 days after due date.  At that time a $20.00 late fee is assessed.  The 
Delinquent Letter states that your water will be shut off by a certain date.  You must pay your past due 
amount, plus the $20.00 late fee, by the date mentioned on the Delinquent Letter, which is the day 
before Shut Offs.  If you fail to pay by the Delinquent Letter due date, another $50.00 will be assessed 
on the Shut Off day, whether or not you are actually shut off. 

3. IVR (Interactive Voice Response); customers on the delinquent list are called the morning of the day 
Delinquent Letters are mailed.  This lets the delinquent customer know that their water will be shut off if 
payment is not made by a certain date.  This list is updated and the calls are repeated 2 days before shut-
off.

4. See Exhibits C-2 and C-3 for comparisons to other utilities. 
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(Exhibit C-1)

Delinquent letters are mailed the dahe day after regular billing due date 
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DELINQUENT BILLING

��������	������

Customer is charged $20 LATE FEE

Delinquent letters are mailed 5 dayS 
after due date

DUE  10 calendar days after delinquent letter is 
mailed (depending on holidays, weekends, etc)

PAID BY 
DELINQUENT
LETTER DUE 

DATE?

no

SHUT 
OFF

Customer is charged 
$50 SERVICE CHARGE

IVR phone calls #1 - same day 
delinquent letters are mailed

IVR phone calls #2 - two days before 
deliquent payments are due

�

yes
UB Clerk prepares shut-off list

(approx. 2.5 hrs)

List is given to PW Maintenance 
Department

PWM Dept begins going to each 
house to shut off water service

Customer makes minimum payment =
15 days past due amount + late fee (+ service charge)

Email is sent to PWM Dept to 
reconnect water service reconnect

Payment received to avoid shut-off 
or to be reconnected
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POLICIES FOR UTILITY BILLING�

 

�

 

D. Shut-offs (see Exhibits D) 

1. Shut-offs are done once a month.  Shut-off days are figured around holidays, payment due dates, etc.  
They are usually on Wednesdays, with delinquent letters sent out 10 days before Shut Off date. 

2. When customers are put on the Shut Off list, this means that they have not paid their bill by the due date 
on the Delinquent Letter.  When this happens, they must pay the amount past due, plus the Delinquent 
Letter fee and the Shut Off fee, before their water can be turned back on. 

3. Hours of operation on Shut-off days will be 8:30 am to 5 pm.  Deadline to get water turned back on after 
payment is 5:00 pm.  This allows the PW Maintenance person to get back to the Maintenance Shop by 6 
pm to clock out.  Statistics have shown that over the past year, there are on average only 3 customers 
that still have not paid their past due amount by 4:30pm on Shut Off day. 

4. The PW Maintenance workers must still turn the customer’s water off, even if the customer says I will 
call the UB Department right now, just wait a minute.

5. With the implementation of automatic calling of delinquent customers twice before Shut Off day, the 
number of customers that are still delinquent on Shut Off day has diminished significantly.  Exhibit D-2 
provides statistics of walk-in customers versus call-in customers and the number of people paying their 
bill to get turned on versus other types of utility billing services performed. 
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(Exhibit�D�1)

Delinquent�letters�are�mailed�the�dahe�day�after�regular�billing�due�date�

�������������	
���
�������
������

DELINQUENT�BILLING

��������	������

Customer is�charged�$15�LATE�FEE

Delinquent�letters�are�mailed�the�
day�after regular�billing�due�date

DUE��6�� 8 calendar�days�after�delinquent�letter�
is�mailed�(depending�on�holidays,�weekends,�etc)

PAID�
BY�DUE�
DATE?

yes

no

SHUT�
OFF

Customer�is�charged�
$15�SERVICE CHARGE

UB Clerk�prepares�shut�off�list
(approx.�2.5�hrs)

List�is�given�to�PW�Department

IVR�phone calls�#1�� same�day�
delinquent�letters�are�mailed

IVR�phone calls�#2�� two�days�before�
deliquent�payments�are�due

�PW�Dept�begins�going�to�each�house�
to�shut off�water�service

Customermakes�minimum�payment�=
60�days�past�due�amount�+�late�fee�(+�service�charge)

Email�is�sent�to�PW�Dept�to�
reconnect�water�service

reconnect

Payment�received to�avoid�shut�off�
or�to�be�reconnected
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STATS FOR SHUT OFF DAYS
Utility Billing

Total
Date Walk-Ins Time Comment Phone Calls Time Customers

5/15/2012 UB Shut off Day 1 5:10 Shut off 1
1 5:50 Shut off, too late to turn on 1

6/13/2012 UB Shut off Day Didn't keep stats. No data 0
7/18/2012 UB Shut off Day 1 5:10 Shut off, pd bill 1 5:38 Shut off, too late to turn on 2
8/15/2012 UB Shut off Day 1 4:50 Shut off 1 4:50 Shut off 2

1 4:55 Shut off 1 5:05 Not Shut off 2
1 4:56 Shut off 1 5:45 Shut off 2

1 5:50 Shut off 1
9/18/2012 UB Shut off Day 1 4:48 Bill not past due, pd cash 1 4:55 Pay bill, not delinquent 2

1 4:58 Verified acct info 1
1 5:21 Shut off, pd bill 1
1 5:36 Shut off, pd bill 1
1 5:40 Water not turned on, Geo confirmed 1

10/17/2012 UB Shut off Day 1 4:50 Did not have info 1 4:50 Shut off, pd bill 2
1 4:55 Shut off, pd bill 1 5:15 Shut off, pd bill 2
1 4:58 Shut off, pd bill 1 5:40 Shut off, pd bill 2
1 5:30 Shut off, pd bill & chngd acct info 1

11/15/2012 UB Shut off Day 1 4:54 Shut off, pd bill 1 5:00 Requested acct info 2
1 5:35 Shut off, pd bill 1

12/18/2012 UB Shut off Day 1 5:32 Shut off, pd bill 1 4:50 Shut off, pd bill 2
1 5:15 Shut off 1
1 5:30 Shut off, pd bill 1
1 5:40 Shut off, pd bill 1

1/16/2013 UB Shut off Day 1 5:32 Shut off, pd bill 1 4:50 Shut off, pd bill 2
1 5:15 Shut off 1
1 5:30 Shut off, pd bill 1

2/13/2013 UB Shut off Day 1 5:20 Shut off, pd bill 1 5:06 Shut off inquiry 2
1 5:26 Shut off, pd bill 1
1 5:35 Shut off, pd bill 1
1 5:37 Inquiry about bill 1
1 5:47 Inquiry about service 1
1 5:55 Shut off, pd bill 1

3/13/2013 UB Shut off Day 0 0
0 0

4/17/2013 UB Shut off Day 1 4:50 Shut off, pd bill 1
1 5:15 Called to see why water hadn't been 

turned back on, since pd 2.5 hr ago.
Geo said water had been turned on 2 hr 
ago, didn't know why they called.

1

1 5:25 Shut off, pd bill 1
1 5:57 Shut off, pd bill 1

5/15/2013 UB Shut off Day 1 4:40 Shut off, pd bill 1
1 5:05 Shut off, pd bill 1
1 5:13 Question about new acct 1
1 5:25 Current, pd bill 1

1 5:33 Inquiring about when srvc to be restored 1
6/18/2013 UB Shut off Day 1 5:20 Connect 1

1 Shut off, pd bill 1
1 Shut off, pd bill 1

7/17/2013 UB Shut off Day 1 4:44 Current, pd bill 1 4:40 Shut off, pd bill 2
1 4:47 Question about closing acct 1
1 5:12 Shut off, pd bill 1
1 5:44 Shut off, pd bill 1

15 days

14 46 60

Avg for Shut off day: 0.9 3.1 4.0
Shut Off Customers: 10 32 42

C:\Users\nordykj.NEWBERG\Documents\Book2
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POLICIES FOR UTILITY BILLING�

 

�

 

E. Extensions

1. Extensions are given to customers who are eligible. 

2. Customers who are not eligible are those who:
∗ Failed to keep a previous extension within the last 12 months, and 
∗ Their account looks questionable by having lots of delinquent letters sent and/or shut offs. 

3. Extension date is the day before the bills are figured. 

4. If customers keep their extension, they are eligible to receive extensions every month.  This allows them 
to work with when they get paid. 

5. If customers do not keep their extension, customers are given notice that their water will be turned off 
the next day. 

F. NSF Checks 

1. Customers are given a yellow door hanger with the dollar amount of the Non-sufficient funds (NSF) 
check written on the door hanger, in addition to the NSF fee charge.  The customer is given two days to 
cover the NSF check and fee, otherwise their water will be shut off. 

G. Closing Accounts (see Exhibit E) 

1. Customer says they are leaving the house and provide a forwarding address.  A service request is 
generated and e-mailed to the meter reader like the connection as in Exhibit A-3. 

2. The meter reader does a final meter read, gives the reading to the UB clerk who then bills the customer 
for the amount of the final bill, plus any outstanding bills. 
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POLICIES FOR UTILITY BILLING�

 

�

 

H. Leak Adjustments (see Exhibits F) 

1. An application for a leak adjustment is completed by the customer.  Receipts of repairs must accompany 
the application.  If not, the application is returned to the customer with the paragraph about providing 
receipts highlighted.  If the repair has not been done, the credit is not given.  Credit is given for a 
maximum of 2 months of the leak, depending on when the leak occured. 

2. The meter reader reads the meter 3 different times to make sure there is not a leak.  This is called “no 
spin”. 

3. If the leak has been repaired and there is “no spin”, a Leak Adjustment Worksheet (see Exhibit F-2) is 
processed and the customer is given the credit accordingly. 

4. Customers can only qualify for a Leak Adjustment once a year.   

I. Hours of business (including phone calls) 

1. Counter hours are Monday through Friday, 8:30am to 4:30pm with the phone being answered from 
8:00am until 5:00pm. 

J. Winter Averages 

1. Winter Averaging is figured on the lowest consumption months of the year, which is during the winter. 

2. Actual readings for the months of December, January, February, and March divided by 4, is used for the 
rest of the year, with a minimum of 200 cf charge, until the following December, when the Winter 
Averaging process starts again. 

3. If water consumption for the month is less than the calculated Winter Average for March through 
October, the actual water consumption is used for that month. 

K. Payment methods 

1. By check, cash, credit/debit at the counter; credit/debit payments through the City’s website, online 
banking through the customer’s bank; and automatic deduction from the customer’s checking/savings 
account.
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Account #:

Customer Name: Daytime Phone No:

I,
(Name as shown on the account)

I am asking the City of Newberg's Utility Department to reduce the water/sewer bill for this account because of a leak

beginning on (date) and repaired on (date) . During this

period the water lost from this leak was not used by anyone.

Utility Department

Newberg, OR  97132
414 E First St

(503)  537-1205

, am the Responsible Party for the account at the above service address.

Leak Adjustment Request Form

Service Address:

The City of Newberg's Utility Department allows for a Leak Adjustment credit because of loss of water through a leak in
the customer's water line or fixtures. Credits are based upon your average usage for the same period in previous years.
This average is deducted from the total consumption used during the time of the leak.

PLEASE ALLOW 6 WEEKS FOR ADJUSTMENT TO BE PROCESSED

Location of leak:

Description of repair:

Signature of person requesting leak adjustment: Date:

Signature of person who made repair: Date:

IN ORDER TO PROCESS YOUR APPLICATION QUICKLY & EFFICIENTLY, PLEASE READ THE 
FOLLOWING CAREFULLY AND GIVE A COMPLETE AND CLEAR DESCRIPTION OF THE REPAIRS.

ATTACH DOCUMENTATION OF THE REPAIR: date, address, type of repair, and cost. Acceptable documents
include plumber's statement/bill or a receipt for parts. Businesses with in-house maintenance may submit a statement
signed by two (2) employees who witnessed the repair.

In all cases, the Utility Department retains the right to make field verifications before approving leak adjustments. You
will be notified when your request is approved or denied.

PLEASE ALLOW 6 WEEKS FOR ADJUSTMENT TO BE PROCESSED
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(Exhibit�F�2)

Customer:
Address:
Account #:  
Date Requested: 

Consumption Water Sewer Storm Fire PSF Total Bill

Billed 2,100         84.82$        53.44$        6.22$       1.50$     3.00$    148.98$    
Adjusted Bill 900            40.18$        53.44$        6.22$       1.50$     3.00$    104.34$    

Credit 1,200         44.64$        -$            -$         -$       -$      44.64$      

Historical Usage

Leak Adjustment Worksheet

(503) 537-1205

City of Newberg
Utility Department

414 E FIRST ST
Newberg, OR  97132

Month One Year Consumption
June 2012 500             
June 2011 400             
June 2010 1,800          

900             

Prepared: Date:

Approved: Date:

Average Usage
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POLICIES FOR UTILITY BILLING�

 

�

 

L. Due Dates 

1. UB coordinates with the City’s holiday calendar, the Post Office closed calendar, PW Maintenance 
calendar and weekends to coordinate Due Dates and Shut Off Dates.  See “Section B” for timeline. 

M. Connects for Cleaning only 

1. Connects for cleaning is $20.00 for a week, which includes 100 cf of water usage.   

2. If the owner uses more than 100 cf in that week, they are sent a regular bill, which includes all minimum 
meter charges and are billed for actual consumption. 

N. Connects for real estate agents selling homes 

1. Connects for viewing is $20.00 for a week, which includes 100 cf of water usage.

2. If the real estate agent uses more than 100 cf in that week, they are sent a regular bill, which includes all 
minimum meter charges and are billed for actual consumption.  

O. Disputes of Bill 

1. Customer begins with the UB clerks.  If they don’t feel their issue has been resolved, they ask to speak 
to a supervisor (Finance Director or Assistant Finance Director).

2. If they don’t get their answer resolved to their satisfaction, they can go before the City Council, through 
“due process” option. 

P. Utility Assistance Voucher 

1. Customer goes through YCAP or other local non-profit agencies to get approval for assistance.  This is 
subject to a set dollar amount granted for each agency per year, through the budget process. 
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Q. Payment Plans – 3 months 

1. Customers frequently ask to be allowed to make payments on their utility bills.  Most customers do want 
to pay their bills.   

2. Payment plans will only be given once in a 12-month period.   

3. Customers will still need to pay their current bill in addition to the payment plan agreement. 

4. If customer does not follow the payment plan, their water is turned off the next day with balance paid in 
full prior to reconnection. 

5. Customers who are not eligible for a payment plan are those who:   
∗ Failed to keep a previous payment arrangement,  
∗ Their account looks questionable by having lots of delinquent letters sent and/or shut offs, 
∗ Accounts that have been open less than 12 months. 
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Per NMC 13.15.090 Exhibit "B"

Utility Billing Fee Schedule

DATES: 11/27/2013 12/16/2013

FEE: Current Increase Adopted

NSF Fee 15.00          -         15.00        

Late Fee 15.00          5.00       20.00        

Service Charge 15.00          35.00    50.00        

K:\Utility\Billing\UB Policies\Resolutions - UB Policies\Res 2013-3082 Revised\Exhibit B Fee Schedule
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