	CUSTOMER UTILITY ACCOUNTS
POLICIES 
[Note:  This document is to be used as a general guide and should be tailored to operations.]



	The municipality, as a public body, is accountable for the manner in which utility services are billed, funds are collected, and operations reported.      
New Customer Accounts
A. The utility services cut-off policy (adopted by the council) is to be explained to all new customers when they complete/sign the municipality’s utility services agreement.
B. Prior to providing utility services to a new customer, the new customers must pay a $_____ meter deposit for water and sewer services and a $_____ meter deposit for natural gas services.  Upon termination of services, deposit monies are to be used to reduce/eliminate any unpaid balance of the customer and the remaining amount, if any, is to be refunded to the customer.
C. The new customer account is to be created/set-up in the utility system software and must show the meter deposit amounts received from the customer.
D. Meter deposit monies must be deposited into a separate bank account from the operating account.  Meter deposit monies are to be recorded as an increase in restricted cash and as an increase in the customer meter deposit liability in the general ledger/accounting system. Management is strictly prohibited from spending the meter deposit monies.
Customer Billings
A. Meter readings are taken on or about the _____ of the month. 
B. Utility bills are generated and mailed on or about the _____ of the month.

C. The total amount billed each month for each type of service is to be recorded in the accounting system as an increase in customer receivables and as an increase in revenues of the municipality (e.g., water, sewer, gas, etc.)
D. All billing adjustments must be clearly documented on a Customer Billing Adjustment Request Form and evidence the written approval of the mayor.
Collections
A. All employees who collect monies or have access must be adequately bonded for insurance purposes.

B. Customer payments are to be accepted only at town hall and during regular business hours.

C. The employee who is responsible for entering data into the billing system is to be prohibited from collecting payments.

D. Each employee who collects payments is to be assigned their own cash drawer. Employees who are assigned a cash drawer shall ensure that their drawer remains locked while not in use, and shall not permit anyone else to work out of their drawer.

E. All collections shall be clearly documented on a pre-numbered 3-part receipt book.
· One copy of the receipt is to be given to the customer;

· One copy is to be attached to the closing/balancing report;

· One copy is to remain in the receipt book.

F. At the end of the work day, each clerk must prepare a collection/balancing report and submit to an appropriate supervisor for review and approval. Any shortages or overages noted must be investigated and resolved immediately.
G. Collections are to be deposited intact on a daily basis. 
H. The total amount collected/deposited each day for each type of service is to be recorded in the accounting system (general ledger) as an increase to cash and as a decrease in customer receivables.

I. Management is to conduct surprise cash counts periodically during the year.

Monthly Reconciliation of Customer Receivable Balances
Each month, the customer receivable balance reflected in the general ledger is to be reconciled/agreed to the total of customer balances recorded in the utility billing system (subsidiary ledger).  Any differences must be investigated and resolved immediately.
Monthly Reconciliation of Customer Meter Deposit Balances 
Each month, the customer meter deposit liability balance reflected in the general ledger is to be reconciled/agreed to the total of meter deposits recorded in the utility billing system (subsidiary ledger).  Any differences must be investigated and resolved immediately.
Termination of Services
A. Customers who violate the municipality’s utility service agreement shall be subject to the penalties provided for in the municipality’s utility service agreement.
B. Services are to be terminated on all customers who do not pay their bills in full by the payment due date in accordance with the municipality’s cut-off policy.

C. The municipality is to refund the meter deposit monies paid by the customer less any outstanding amounts owed by the customer. Refunds are to be paid by check from the municipality’s meter deposit bank account. In addition, appropriate entries to recognize these refund transactions are to be recorded in both the accounting system and the utility billing system.
D. If a customer owes an amount in excess of the amount of their meter deposits, the municipality must attempt to collect the excess amount. If attempts to collect payment are unsuccessful, management is to consult with the municipality’s legal advisor about additional options available to collect the unpaid amount.
E. Customer account balances that are written-off as uncollectible must be submitted to and approved in writing by the board/council.

F. Services cannot be resumed for a customer until all outstanding amounts owed are paid, including the reconnect fee and the meter deposit fees.
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