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Parallel Billing Timeline 

 

1/1 thru 2/18/20- Finance rebuilds the entire rate structure in the Utility Billing system to match the Council 

approved rates. An audit of the meter sizes and class structure was done, and thousands of accounts were 

updated or changed completely. Numerous accounts went from ¾” Single Family to 2” or larger Commercial 

accounts, resulting in additional revenue that would have been missed had the time not been spent auditing 

the system before bills went out. In addition, Finance was able to identify accounts that had been incorrectly 

billed for years prior. Due to the magnitude of work that went into rebuilding the rates, at one point everyone 

in Finance was working on a small group of customers to get the job completed on time. The total number of 

different Rate Structures went from approximately 15, in 2019, to 80 with the new rate structure. The update 

to the rate structure could not be done until the December 31, 2019 bills were mailed to the public. 

2/19 thru 2/27/20- Finance works with the billing software company to set up the averaging for Single 

Family and Duplex customers only. Finance went through leak adjustments that were made in 2019, new 

customer accounts, and zero reads to ensure that the averages were accurate. It is important to note that 

through this entire process, Finance was in contact with our billing software company to make sure steps were 

not missed and that the calculations were correct.  

2/28/20- February Bills go out to customers. 

3/6/20- Finance realized a customer bill was not averaged for sewer. Email was sent to software company 

about the system possibly not calculating correctly. 

3/6/20- Software company called Finance and said we should have checked the “Average Sewer” box when 

processing the bills but missed letting us know there was an extra step besides checking “Average Sewer” 

box. Prior Summer Averaging was a different method. With the new Rate Study, only Single Family and Duplex 

customers would have the sewer averaged for 2020 based on 2019’s four non-summer months.  

3/9/20- Follow-up emails were sent to software company two times with no response. 

3/10/20- Follow-up email was sent to software company with no response. Finance was waiting on a report 

to show how much was over/under billed for the Single Family and Duplex customers before notifying affected 

customers.  

3/11/20- Software company begins working on a report to calculate the impact the billing error has on both 

the customers and the City.  On the first report they ran, they had approximately half the customers who were 

affected and a total sewer calculation error of $52,954.70. Had Finance not done their own research, the City 

would have refunded only a portion of the customers, and in the amount of $52,954.70. The actual final 

overbilled amount came to $2,749.72. 

3/11/20-Finance informed administration of error and that we were waiting on data to determine our next 

step.   

3/17/20- Software company ran another report resulting in a calculation error of $11,470.72. Finance works 

to try and find the difference in account numbers and check the variance between what was billed and what 

should have been billed. This process was done line by line. 
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3/27/20- Finance contacts software company again for another report that shows all Single Family and 

Duplex customers regardless of whether they were affected so we could get a clearer picture of how to 

proceed.  

4/1 thru 4/17- Finance is unable to get an accurate report from software company and runs their own report 

out of the system. Totals from the 2.28.20 billing run were exported into a spreadsheet and compared to the 

exported averages that should have been billed. This spreadsheet included 4,078 total single-family customers. 

Of those 4,078 accounts, the following items were removed, as no adjustment was required:  

• Sold houses 

• Leak adjustments 

• New homeowners 

• Unaffected single-family customers  

 

4/20/20- Finance completes own data and sends report to software company.  

4/22/20- Software company attempts to run the adjustment posting for the first time.  Finance reviews 

adjustment posting and finds multiple errors. Finance notified software company. 

4/23/20- Another email is sent to software company requesting for a follow-up. Finance impressed upon 

software company that April 30th billing deadline was rapidly approaching.  

4/24/20-Software company runs another adjustment posting that is still incorrect. The owner of the 

software company informs Finance that he will be stepping in to assist with the adjustment posting 

discrepancy.  

4/27/20- Finance emailed software company for an update on the adjustment posting. It is still not accurate. 

4/28/20- The adjustment posting amounts are correct and the bills are ready to be posted.  

4/28/20 – Report sent to third party printing. 

4/29/20- Finance reviewed bill proofs. Sewer adjustment was not applied to sewer charges. 

4/30/20- Adjustments were made to reflect accurate sewer charges. 

5/1/20- Bills mailed. 

5/5/20- Finance becomes aware of issues with balance forward included in sewer charges, instead of in 

balance forward. 
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OVERBILLED CUSTOMERS 

• 29 customers had a credit of $6.69 (1 unit for RAP)  

• 549 customers had a credit of $8.92 (1 unit) 

• 604 customers had a credit ranging from $13.38 to $44.60 (2-5 units) 

• 126 customers had a credit ranging from $53.52 to $93.66 (6-10 units) 

• 26 customers had a credit ranging from $103.14 to $196.24 

• Six customers had a credit ranging from $205.16 to $231.92 

• One customer had a credit of $472.76 

 

UNDERBILLED CUSTOMERS 

• 47 customers had a charge of $6.69 (1 unit for RAP) 

• 612 customers had a charge of $8.92 (1 unit) 

• 702 customers had a charge ranging from $10.04 to $44.60 (2-5) 

• 147 customers had a charge ranging from $53.52 to $98.12 (6-11) 

• 28 customers had a charge ranging from $107.04 to $169.48 

• One customer had a charge of $258.68 

 

CUSTOMERS WITH A PREVIOUS BALANCE 

• Due to no shut off, approximately 328 Single Family or Duplex customers had an outstanding 

February 28th bill. The total amount owing for all 328 customers was roughly $69,835.73.  

• Note that some of the above-mentioned customers may not have required an adjustment 

SUMMARY 

Due to the uncertainty of whether Finance would be able to compile accurate data on affected accounts 

before April 30th, the decision was made to not notify the public before the bills were mailed. Once the final 

numbers were collected, a notification to all affected customers was not guaranteed to be delivered before 

the bills were. This, in combination to the daily duties, five funding packages, and the impact that Covid-19 had 

on the City’s work schedules, the Finance Department and Administration concluded that questions would be 

answered as they were received for each individual customer.  

Unfortunately, on the April 30th bill, the customers who had a balance forward saw their balance forward 

amount in the sewer charges. Adjustments were all applied to sewer charges, and in error, so was the balance 

forward. The total amount due on the bill was correct. 

Finance has found that many of the comments on social media were made by customers who neglected to pay 

their February 28th bill, and even a few who had their February payment returned for non-sufficient funds. 

Other customers have called to comment and/or make complaints about the general increase in the rates due 

to the comprehensive rate study that was completed in 2019 and approved by Council for 2020.  Most 

customers who have called with inquiries have been very understanding. 


