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SUBIJECT: Utility Delinquent Accounts Collection & Service Discontinuation Policy

PURPOSE/BACKGROUND

This policy enumerates the City of Redwood City’s (“City”) process for the collection of delinquent
utility accounts, including notifications. This policy also sets forth the process for the
discontinuation of water service. This policy is available to the public on the City’s website.

DELINQUENT ACCOUNT

Delinquent accounts are defined as any account that remains unpaid after 30 calendar days of
issuance of the utility bill by the City. The following rules apply to the collection of delinquent
accounts:

1. Notifications:
The City will make a reasonable, good faith effort to notify a customer that their account is
due by mailing them notifications. The means of notification will be based on the notification
preference (mail or email) selected by the customer. Customers who have not selected a
means of notification will be notified by mail. The City assumes no responsibility for contact
information that has not been kept up-to-date by the customer.

a. Utility Bill — The full amount on the utility bill must be paid within 30 calendar days of the
issuance of the utility bill to avoid delinquent status. The due date will be displayed
prominently on the bill.

b. First Delinquency Notice — The City will make a reasonable, good faith effort to notify a
customer that their account is past due by mailing a first delinquency notice
approximately 30 calendar days after the issuance of the utility bill. If payment for a utility
bill is not received within 30 calendar days of the bill issuance, an interest charge will be
assessed. The due date and interest charge will be displayed prominently on the bill.

c. Second Delinquency Notice/Written Disconnection Notice — The City will make a
reasonable, good faith effort to notify a customer that their account remains past due
and further collection action will be forthcoming by mailing them a second delinquency
notice approximately 40 days after the bill issuance. If payment for a utility bill and any
assessed interest charge is not received within 40 days of the bill issuance, a penalty
charge will be assessed. The due date and penalty charge will be displayed prominently
on the bill.
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2. Financial Assistance:

Customers who are income-eligible may apply to enroll in the Water and Sewer Rate
Assistance Program (WSRAP). Eligibility is based on household income and qualifying
applicants will receive recurring credit on their utility bill. Information about WSRAP can be
found at  https://www.redwoodcity.org/departments/public-works/water/rates/rate-
assistance-program.

Alternative Payment Arrangements:

Any customer who is unable to pay for utility service within the normal billing cycle may
request an alternative payment arrangement. The City will consider all circumstances
surrounding the request and make a determination as to whether the payment arrangement
is warranted. Questions regarding alternative payment arrangements (see examples below)
should be directed to the City’s Revenue Services Division at (650) 780-7210.

Examples of alternative payment schedules include a deferred payment (paying at a later
date) and reduced payment (spreading payments over an agreed upon period of time not to
exceed 12 months). Other alternatives may be available on a case by case basis.

Payment arrangements that extend into the next billing period are considered an
amortization plan, which must be in writing and signed by the customer. An amortization plan
will amortize the unpaid balance over a period defined by the customer, not to exceed 12
months from the original date of the bill. The amortization payments will be combined with,
and will be subject to the due date of the customer’s regular bill. The customer must comply
with the terms of the amortization plan and remain current as charges accrue in each
subsequent billing period. The customer may not request further amortization of any
subsequent unpaid charges while paying delinquent charges pursuant to an amortization
plan. Failure to comply with the terms of an amortization plan will result in the issuance of a
written disconnection notice. For water service customers, the disconnection notice will be
delivered to the customer in writing at least 7 business days before disconnection of water
service for non-payment.

The City will not discontinue residential water service if all of the following take place: 1) a
primary care provider certifies that the discontinuation of water service will pose a serious or
potentially fatal threat to a resident, 2) the customer demonstrates inability to pay, and 3)
the customer is willing to enter into an alternative payment plan arrangement. A customer
can demonstrate an inability to pay based on the receipt of certain public assistance by
someone in the household, or a written declaration from the customer that the household is
below 200 percent of the federal poverty level.

Waiver of Interest Charges:

Customers may request that the City waive the interest charge for one billing cycle once a
year. The City will grant the request for a residential customer who demonstrate that they
are below 200 percent of the federal poverty line. Otherwise, the City will grant or deny the
request in its sole discretion.
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5. Disconnection of Water Service:

a. Second Delinquency Notice/Written Disconnection Notice:

The City shall not discontinue water service for non-payment until payment by the
customer has been delinquent for at least 60 days. The City will make a reasonable, good
faith effort to contact the customer in writing at least 7 business days before
discontinuation of water service for non-payment. The written disconnection notice will
be mailed to the mailing address designated on the account. If the mailing address and
the address of the property to which water service is provided are different, a second
notice will be mailed to the service address and addressed to “Occupant.” The written
disconnection notice will include:

e Customer’s name and address
e Amount that is past due
e Date by which payment or arrangement for payment is required to avoid

discontinuation of service

e Description of the process to apply for an alternative payment arrangement
e Description of the process to dispute or appeal a bill
e City phone number and a web link to the City’s written collection policy

Notice to Residential Tenants/Occupants in an Individually Metered Residence
The City will make a reasonable, good faith effort to inform the occupants, by
means of written notice, when the water service account is delinquent and
subject to disconnection at least 10 days before water service is shut off. The
written notice will advise the tenant/occupant that they have the right to
become customers of the City without being required to pay the amount due
on the delinquent account, as long as they are willing to assume financial
responsibility for subsequent charges for water service at that address. In
order for the amount due on the delinquent account to be waived, the
tenant/occupant must provide verification of tenancy in the form of a rental
agreement or proof of rental payments.

Notice to Tenants/Occupants in a Multi-Unit Complex Served through a Master
Meter

The City will make a reasonable, good faith effort to inform the occupants, by
means of written notice hung on the door of each residence, when the water
service account is delinquent and subject to disconnection at least 10 days
before water service is shut off. The written notice will advise the
tenant/occupant that they have the right to become customers of the City
without being required to pay the amount due on the delinquent account, as
long as they are willing to assume financial responsibility for subsequent
charges for water service at the address(es) served by the master meter. If one
or more of the occupants are willing and able to assume responsibility for the
subsequent charges for water service to the satisfaction of the City, or if there
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is a physical means, legally available to the City, of selectively terminating
service to those occupants who have not met the requirements for service,
the City will make service available to the occupants who have met those
requirements. If the written disconnection notice is returned through the mail
as undeliverable and the City is unable to make contact with the customer or
an adult occupying the residence by telephone, the City will make a
reasonable, good faith effort to visit the residence and leave a notice of
discontinuation for non-payment and a copy of this policy.

b. Forty-Eight (48) Hour Notice of Termination:
The City will make a reasonable, good faith effort to notify the customer 48 hours in
advance of disconnection of water service for non-payment. The means of notification
will be in the form of a door hanger delivered to the premises.

c. Disconnection Deadline:
All delinquent water service charges and associated fees must be received by the City by
4:00 p.m. on the day specified in the written disconnection notice.

d. Disconnection of Water Service for Non-Payment:
The City will disconnect water service by turning off, and in some cases locking off, the
meter. The customer will be charged a fee to re-connect service regardless of whether
the meter was physically turned off.

e. Re-establishment of Service:

In order to resume or continue service that has been disconnected for non-payment, the
customer must call the City’s Revenue Services Division at (650) 780-7210. Customer will
be required to pay the delinquent balance (see alternative payment arrangement section
above if needed) and a re-connection fee. Delinquent balance includes any interest and
penalties accrued. The City will endeavor to reconnect service as soon as practicable.
Payment of any delinquent balance and applicable re-connection fee must be paid before
3:00 p.m. for the service to be restored on the same working day. Water service that is
turned on by any person other than City personnel or without the City’s authorization
may subject the customer to fines or additional charges or fees. Any damages that occur
as a result of unauthorized restoration of service are the responsibility of the customer.

f. Service Restored After 3:00 p.m. on Weekdays, Weekends and Holidays:

Service restored after 3:00 p.m. Monday through Friday, weekends, or holidays will be
charged an after-hour re-connection fee. Service will not be restored after 3:00 p.m.
unless the customer has been informed of the after-hours re-connection fee and has
signed an agreement acknowledging the fee. The after-hours re-connection fee is in
addition to the interest and penalties for a past due amount. City staff responding to
service calls are not permitted to collect payment but will instruct the customer to contact
Revenue Services.
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g. Reduced Re-connection Fee and After-Hours Reconnection Fee:
A customer who demonstrates household income below 200 percent of the federal
poverty line will be subject to reduced re-connection fees. The current reduced fees can
be found in the City’s Master Fee schedule on the City’s website.

6. Notification of Disposition of Returned Check:

Upon receipt of a returned check taken as payment of utility service or other charges, the City
will consider the account not paid. The City will make a reasonable, good faith effort to notify
the customer by phone, mail, or email of the returned check. All amounts paid to redeem a
returned check and to pay the returned check charge must be in cash, credit card, or certified
funds.

a. Returned Checks for Previously Disconnected Water Service:
In the event a customer tenders a non-negotiable check as payment to restore water
service previously disconnected for non-payment and the City restores service, the City
may promptly disconnect service without providing further notice. 48-hour notice of
termination may be given in the case of a non-negotiable check tendered for payment of
water charges that were subject to discontinuance.

Any customer issuing a non-negotiable check as payment to restore service turned off for
non-payment will be required to pay cash, credit card, or certified funds to restore future
service disconnections for a period of 12 months from the date of the returned payment.

Disputed Bills:
For questions regarding charges on a utility bill, customers may call the City’s Revenue

Services Division at (650) 780-7210. Revenue Services staff are dedicated to resolving
customer inquiries in a fair and timely manner.

If a customer disputes their utility bill, they may appeal the bill to the City Manager, or their
designee, by following the procedure below. The City will not disconnect utility services for
non-payment of the disputed amount while the appeal is pending.

Appeal of Disputed Bill

a. The appeal must be in writing and filed in person with the City Clerk within 15 calendar
days of the date of the utility bill being disputed.

b. The appeal must include the customer’s name, address, contact information, account
number, the date of the utility bill being disputed, the grounds for the appeal, and any
written materials the customer wants the City Manager, or their designee, to consider.

c. An appeal hearing will be scheduled within 90 days of the City Clerk’s receipt of a written
appeal. Written notice of the time and date of the appeal hearing will be mailed to the
customer at least 10 days prior to the hearing at the address provided on the written
appeal.
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d. After holding an appeal hearing, the City Manager, or their designee, may reverse, affirm
or modify in any respect the utility bill being disputed. The City Manager, or their
designee’s, decision is final and not subject to further administrative review.

The purpose of the appeal is to ensure adherence to the regulatory system and to create
administrative consistency. The City does not intend on adopting an adversary justice system
or to create an independent decisionmaker completely disconnected from staff. During the
appeal, City staff are not partisan on any side of the dispute, but rather are charged with
providing technical analysis and advice to the City Manager or their designee who make their
decisions after weighing all the information. City staff are not advocates for any position. City
staff’s function is to providing expert technical advice to all appeal participants.

Appeal hearings will be held by Zoom, or in-person if requested. An in-person hearing request
may be made on the appeal form.

8. City Contact:
To discuss options for averting discontinuation of utility service for non-payment, contact the

City’s Revenue Services Division at (650) 780-7210.
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