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All customers will be required to sign the Customer Agreement Card acknowledging that they have received and understand the policies in place by the Utility Billing Department of Ozark. 

Purpose: To establish fair, consistent, and effective procedures related to billing and collection of current and delinquent charges for utility services provided by the City of Ozark.  To follow City ordinance while providing good customer service by billing accurately and promptly, while taking timely and reasonable actions to collect past due bills.
Definitions:
· Delinquent account: Any account remaining unpaid after 15 days from billing date.  
· Returned Check:  Any check tendered to the City of Ozark which is dishonored by the bank.
[bookmark: procedure]Procedures:
1. General Procedures
1.1. All outstanding balances shall be paid in full prior to initiation of a new service.
1.2. Deposits for Utility Service shall be required at time of application.  Amount of deposit shall be in accordance to City resolution 700.040.
1.3. Deposits will be applied to the final billing for unpaid balances.
1.4. It is the customer’s responsibility to give notification when service is no longer required. The customer is responsible for the bill until notice is given and final bill paid in full, regardless of whether they occupy the premises. The customer will be asked to provide the last 4 digits of the account holder’s social security number if the disconnect of service request is handled by phone.  If the requesting party does not know the information, the work order will be canceled until the required information is provided.
1.5. All customers wanting to establish service or transfer service must provide proof of identification. A 24-hr notice is requested.
1.6. Customers are required to provide timely notification when a property changes ownership or tenancy.
1.7. Customers are required to provide accurate and current account information including address and phone number and E-mail.
1.8. To protect the safety of our customers and the integrity of the City’s utility system, persons caught tampering with any City meter or caught stealing any City utility service shall have charges brought against them and will be held responsible for the cost of any damage to the City’s meter.
1.9. Customers are required to inform the billing department that they have a sprinkler system and request the summer sewer break. This break is only offered from May- Oct billing (not usage). 

2. Billing
2.1. The City of Ozark sends out a monthly bill for each billing cycle. There are 2 billing cycles: the South side of town receives their bill on the 1st of each month and the North side receives their bill on the 15th. (see web site for map)
2.2. The utility bill is the notice to the customer that payment is required for utility service.  The bill includes: the billing date, dates of service, charges for utility service, total amount due, and payment due date.  Failure to receive a bill does not waive penalty or fees.
2.3. It is the customer’s responsibility to contact the Ozark Utility Billing Office if they have not received their bill.
2.4. All bills are due upon receipt and shall be paid within 15 days of billing date.

Payment
2.5. Bills are due upon receipt and late 15 days from the billing date.  
2.6. Payments can be made by cash, check, money order, bank ACH draft, in person, by mail, in our 24-hr drop box, or online. 
2.7. A 10% penalty is added to the amount of the bill if it remains unpaid 15 days after the billing date. 
2.8. All bills are late on the stated date on bill even if it falls on a weekend or holiday. (We have 24 hour web and drop box)
2.9. Accounts will be subject to a $50.00 service fee and utility disconnect if the bill is not paid before 4 p.m. on the 25th day after the billing date.
2.10. There will be no extensions for payment unless approved by the Utility Billing Director!

3. Returned Check Policy
3.1. Notification of a returned check will be provided with a door hanger placed on the customer’s door indicating a payment requirement.
3.2. The returned check shall be paid by cash or money order.
3.3.  Any payments made to the account after any incident shall be paid by cash or money order.
3.4. Customers that do not pay for the returned check within 3 business days from notification will be disconnected.  In order to have utilities reconnected, the customer must remit the following: cash or money order payment for the amount of their returned check, a $25.00 check charge, and a $50.00 Service fee.


4. Disconnection for Non-Payment
4.1. Failure to pay by the 15th day after the billing date will result in the mailing of a past due notice.  This past due notice usually allows 10 additional days for payment.  Failure to pay shall result in immediate disconnection.

4.2. All payments made to prevent disconnection must be made to the City of Ozark Utility Billing Office prior to 4:00 p.m. on the date of the disconnect notice.  No payments will be accepted in the field or online to prevent disconnect after 4:00 p. m.
4.3. If payment is not received before 4:00 p.m. on the disconnect date there will be a $50.00 service fee applied to account.
4.4. Although partial payments are accepted, partial payments will not prevent utility services from being discontinued.   A customers account may be finaled (terminated) for a disconnect of more than 45 days!
4.5. Once an account has been disconnected for non-payment, full payment of the past due amount, and a service fee of $50.00 is required before service is restored. 
4.6.  Charges shall be filed against anyone that has tampered with a meter that has been disconnected for non-payment. 

5. Reconnection
5.1. Once an account has been disconnected for non-payment, the entire outstanding balance plus the $50.00 service fee must be paid before utility services will be restored.
5.2. The $50.00 service fee is required for all past due accounts after 4:00 pm on disconnect date for reconnection of services that have been disconnected for non-payment, bad check, tampering with City meters, or disclosure of false information.  
5.3. Services will be restored before end of day that payment is made. 

Current customers with signatures on file have already agreed to previous policies in place; however we ask that they read the updated policies that are effective February 2014. All new customers will be required to sign the updated Customer Agreement Card. For any questions regarding a Customer Agreement Card please contact the Utility Billing Department at 417-581-2744.
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