POLICY TITLE: Discontinuation of Water Service for Nonpayment
POLICY NUMBER: 3038

L,

I1.

I1I.

Purpose

The Herlong Public Utility District (“District”) will apply the following
Discontinuation of Water Service for Nonpayment Policy (“Policy”). Discontinuance
of water service for nonpayment is considered the final phase of the collection

procedure and will be instituted only after sufficient notification, and when all other
reasonable alternatives have been deployed.

Scope

This Policy applies to all District residential water service customers, hereafter
referred to as the “customer” or “customers”, To the extent this Policy conflicts with
any other rules, regulations, or policies of the District, this Policy will control.

General Provisions

A. All customers are provided a monthly bill for water service and usage. These
monthly bills are due upon receipt.

B. The District will attempt to contact the customer and provide notice of
discontinuation of water service as provided in this Policy. It is the customer’s
responsibility to provide the District with accurate, current contact information.
The District is not responsible for the customer not receiving the notices dye to
inaccurate and/or outdated customer contact information,

C. The District will disconnect Wwater service for charges that have become delinquent
for a period of no less than sixty (60) days, unless the service discontinuatiop, is
otherwise preempted as further described in this Policy. Reconnection fees will be
applied to the account of any water service disconnected for nonpayment of

delinquent charges. The District will leave notice of disconnection with information
on how to restore water service,
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IV.

. Prior to the potential discontinuation of service date the District will send g
payment delinquency notice (late notice) advising the customer of the need to pay in
order to preclude service termination and further advising of other options available
to the customer. The payment delinquency notices will be sent 1o sooner than 19 days

after the bill distribution date and no less than 7 days prior to the potential
discontinuation of services date,

2. Where a landlord-tenant relationship exists (where the billing address is different
than the service address), the payment delinquency notice will also be sent to
“Occupant” at the service address. The payment delinquency notice to the
“Occupant” (tenant in the landlord-tenant relationship) will apprise the Occupant of
the Occupant’s right to become the customer of record. Baring intervention (e..
payment of the delinquency) to preclude such by the landlord, the tenant will be
informed of the right to become the customer to whom the future services will be

billed without the Occupant being required to pay the amount due on the de]
account,

inquent
3. If the bill remains unpaid or is otherwise unresolved via alternative payment
options, transition in the customer of record (landlord-tenant), or appeal, the District
will send a shut off notice no less than 48-hour prior to discontinuation of service.

C. Customers whose water service has been discontinued may contact the District by
telephone at (530) 827-3150 or in person regarding restoration of service,
Restoration will be subject to payment of the delinquent charges, reconnection
fees and established security deposit if required by the District. Water service

reconnections requested and performed afier normal business hours are subject to
an additional fee. .

Notices

A. Written Notices to Customer

The District will provide notices as described above. The notices will be in English
and will include instructions in the languages

listed in Section 1632 of the Civil Code for receiving a translated copy of the

notice.

L. the name and address of the customer;

1. the amount of the delinquency;

iil. the date by which payment or payment arrangements must be made to

avoid discontinuation of service;
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iv. the procedure by which the customer may initjate a complaint or request
an investigation or appeal concerning service or charges;

V. a description of the procedure by which the customer may request an
amortization, reduction, or other alternative payment arrangement;

Vi. the procedure for the customer to obtain information on financia assistance, if
applicable; and ,
vit.  the telephone number where the customer may request a payment arrangement

or receive additional information from the District.
B. Posting of Notice to Occupants at Service Address

The District will make a reasonable, good faith effort to contact an adult person living

at the service address by hand delivery a shut offnotice and placing in a conspicuous
place at the service address

C. Bill Amortization

The District will consider a request to amortize the bill over a reasonable period of
time, not to exceed twelve (12) months, The amortization schedule and amountg due
will be set forth inwriting and provided to the customer. During the amortization
period, the customer must remain current on all water service charges in subsequent
billing periods. The District may terminate water service if the customer fajls to pay an
amortized amount due by the schedule date and the original amount due is delinquent
by at least sixty (60) days. The District will post a final notice of intent to disconnect
service in a prominent and conspicuous location at the service address at least five (5)
business days before discontinuation of service. The final notice will not entitle the
customer to any investigation or revieyw by the District.

D. Contact

Customers are encouraged to contact the District for further details regarding this
Policy or payment options during business hours at (530) 827-3150, Custm;ers may
also visit the District in person Monday through Thursday, from 7:00 a.m. to 3:00 p.m.
Friday from 7:00am - 12:00 p.m,, except on District holidays.

V. When Service Will Not Be Discontinued

A. General

The District will not discontinue residenial water service due to nonpayment on a
Saturday, Sunday, legal holiday, or at any time during which the District’s office is not
open to the public. In addition, the District will not discontinue residentia] water
service for nonpayment during the District’s investigation of a customer dispute or
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complaint; during an appeal to the District’s Board of Directors; during a District-
approved extension, amortization, alternative payment schedule, or reduction, if the

customer remains in compliance with the payment arrangement; oars may be required
by local, state, or federal law.

B. Special Circumstances with Amortization Agreement
The District will not discontinue water service ifall of the following are met:

i. The customer, or a tenant of the customer, submits to the District the
certification of a licensed primary care provider that discontinuation of water
service will be life threatening to, or pose a serious threat to the health and
safety of, a resident of the premises where residential service i provided;

ii. The customer demonstrates that he or she is financially unable to pay for
residential service within the District’s normal billing cycle. The customer i
deemed financially unable to pay during the normal billing cycle if: (a) any
member of the customer’s household is a current recipient of CalWORKs,
CalFresh, general assistance, Medi-Cal, Supplemental Security Income/State
Supplementary Payment Program, or California Special Supplemental
Nutrition Program for Women, Infants, and Children, or (b) the customer
declares under penalty of perjury that the household’s annual income is Jess
than 200 percent of the federal poverty level;

iii. The customer is willing to enter into an alternative payment arrangement,
including an extension, amortization, or alternative payment schedule, with
respect to the delinquent charges; and

iv. The customer is not currently in an Amortization Agreement with the
District.

For any customers who meet all of the above qualifications, the District will
offer the customer one of the following options, to be selected by the District
in its discretion: (1) an extension of the payment period; or (2) an alternative
payment schedule or amortization of the unpaid balance. The District’s
General Manager or designee will select terms and conditions for the
amortization.

The District will review the request for amortization within sevep (7) days
and: (1) notify the customer of the amortization terms selected by the District
and request the customer’s signed assent to participate in the amortization; (2)
request additional information from the customer; or (3) notify the customer
that they do not meet the qualifications.

Discontinuation of Water Service for } lonpayment Policy
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The District may discontinue water service if a customer who has been granted
an amortization under this section fails to do any of the following for sixty
(60) days or more: (a) to pay any amortized amount due under the
amortization schedule; or (b) to pay his or her current charges for water
service. The District will post a final notice ofintent to disconnect service in g
prominent and conspicuous location at the service address at least five (5)
business days before discontinuation of service. The final notice will not
entitle the customer to any investigation or review by the District.

VL Other Remedies

In addition to discontinuation of water service, the District may pursue any
other remedies available in law or equity for nonpayment of water service
charges, including, but not limited to: securing delinquent amounts by filing
liens on real property, filing a claim or legal action, or referring the unpaid
amount to collections. In the event a legal action is decided in favor ofthe
District, the District will be entitled to the payment of all costs and expenses,
including attorneys’ fees and accumulated interest.

VL. Discontinuation of Water Service for Other Customer Violations

The District reserves the right to discontinue water service for any violations
of District ordinances, rules, or regulations other than nonpayment,

VIL Fees and Charges Incurred

Except as otherwise expressly stated in this Policy, any fees and charges
incurred by a customer under any other rules, regulations, or policies of the
District, including, but not limited to, delinquent charges, will be due and
payable as set forth therein,

VIIL Decisions by District Staff

Any decision which may be appealed to the District’s General Manager. The

General Manager’s ruling may be appealed to the Board of Directors and/ or
the Board’s designee.

A customer may initiate a complaint or request an invest gation regarding the
amount of a bill within fifteen (15) days of receiving a disputed bill, For
purposes of requesting review of the amount of 4 bill, a bill shall be deemed
received by a customer five (5) days after mailing. The customer may submit a
written request to review the amount of the bill to the District, which shal|
provide a written determination to the customer provided the request is made
within the fifteen (15) day complaint window

X Translations
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A. Policy

Translations of this Policy in the languages listed in Section 1632 of the Ciyi]

Code are available at the District office or website.

1. Please visit our office or website for a franslation of this Policy.

ii. Visite nuestra oficina o sitio web para obtener una traduccién de este

politica,
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B. Notices

All written notices issued under this Policy will be available at the District
office or website in English, Spanish, Chinese, Tagalog, Vietnamese, Korean,
and any other language spoken by ten percent (10%) or more people within

the District’s service area.
X. References

A. California Water Code div. l,ch. 1,8 1063

B. California Health & Safety Code, div, 104, part 2, ch. 6, § 116900 et seq.

(SB 998 [2018])
C. California Government Code, tit. 6, div. 1, § 60370 et seq.
D. California Civil Code div. 3, part 2, title 2, § 1632

E. California Senate Bill 998 (SB 9983)
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