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Customer Service

Past due accounts (sixteen (16) days after the original due date) will receive a notice.  Depending on their payment history, notices will either print as a ‘friendly reminder’ if customer’s payment history warrants it. Or if  payment history indicates numerous previous late payments the notice will print a ‘final notice’ requesting  payment or account will be disconnected.  

Junior Clerk

Process notices for 4:00pm delivery.

Customer Service/Field Representatives

Non application of service or deposit not paid:

Disconnection will automatically take place when customer has made no application for service or has not paid deposit requested. 
If full payment has not been received or suitable arrangements made for current active accounts by notice date the following steps will be taken:


1. Rep will call or activate the auto dialer to contact the delinquent portion customers currently in the process for collection.  With a pre-recorded message the customers will be informed the day (am or pm) before the final day for payment that payment is required and to contact our office with any concerns.  

2. Once the Rep/auto dialer has made contact with the customer reference will be made on the customer’s account.  The following day the Customer Service Rep will attempt to manually contact those customers who were unreachable via the auto dialer and record such on customer’s account.  

3. Unless payment arrangements have been made and honored, on the following day of the ‘last payment’ day the Customer Service Rep will issue a collection service order for any outstanding amounts that fall within the dunning procedure guidelines.  

Residential R1 (delinquent) - $100.00

Residential R2  (on time) - $150.00

B/C – Small/Large General Service Businesses - $150.00

4. The Field Rep will attempt to make personal contact with the customer regarding the arrears outstanding.  His first visit to the property will consist of collecting payment and/or leaving a collection notice (see notice BB) stating the full payment must be received within three (3) business days (by 10:00am) if customer is presumed low risk.  If customer is deemed high risk full payment must be received within 24 hours.  The customer will be billed a collection charge and applicable taxes.  

5. If payment has not been received by the ‘final payment’ date as noted on the collection notice or previous payment arrangements have not been fulfilled then the Customer Service Rep will attempt to contact the customer by phone one last time. If unsuccessful, a disconnect service order will be created immediately stating what amount is owing and any additional charges.

6. On his final visit to the property the Field Rep will attempt to collect the full outstanding amount or disconnect the service at that time.  No collection charges is applicable.  Field Rep will leave a cut notice at the main entrance door outlining customer’s options regarding reconnection of service and applicable charges, including new/additional security deposit etc.  See notice example CC.

· If the collection card is found in the same place it was left during the 1st visit this will mean that personal contact has not been made and the service will be left on until further investigation can be done.  Customer Service Rep and or Field Rep to attempt to contact owner, superintendent, employment phone number, real estate agent or neighbor.

MULTIPLE DWELLINGS

1. Tenants residing in bulk billed complexes must be given thirty-five (35) days written notice informing them that the hydro service will be disconnected on the 36th day for non-payment unless full payment has been received.  This will allow them to make other living arrangements, if necessary.  Notices are hand delivered to each unit and posted on all entrance doors.  See notice example AA.
2. Tenants residing in an individually metered multi unit that the landlord pays must be given thirty-five (35) days written notice informing them that the hydro service will be disconnected on the 36th day for non-payment unless full payment has been received.  The tenant is given the option to apply for service and pay the necessary deposit for reconnection.  Notices are hand delivered to each unit and posted on all entrance doors.  See notice example AA.
WINTER RULES FOR DISCONNECTING SERVICE

Winter residential rules only apply when the weather drops to sub zero temperatures and there is a chance of damage to the property, such as water pipes freezing.

During winter months, service may be disconnected after 8:00 am each morning, but will be turned back on by 4:30 pm each night until account is paid in full.  There will be heat throughout the night.  For indoor meters, the assistance of the Line Department staff will be at a minimum.

COURTESY METERS:  We have two types of courtesy meters:

115 Volt 15 Amp, which is used with gas heated homes to allow the customer to run his furnace and a few lights.

230 Volt 30 Amp, will be used in cases where electric heat is the heat source.  The customer will need to turn off most of the baseboard heaters or breakers so that they will have heating in living areas only.

If weather warrants, certain courtesy metes can be sealed inoperative during the day and seal removed for night operation.

Winter general service rules allow the hydro to be cut.

PROPERTY OWNERS RESPONSIBILITY AFTER THREE WEEKS

For hydro services that have been disconnected due to tenant’s failure to submit payment after three (3) weeks the account will automatically be final billed.  The hydro will remain off but the owner will then be responsible for any monthly fixed service charges etc. and any reconnection inspection fees after six (6) months or he/she can make application for the hydro service to be turned back on.  In all situations disconnect/connect service orders are to be requested and processed.  The owner will be notified via mail of any changes made to the account.

FINAL BILL LETTERS

Credit Leadhand
Will generate final bill letters based on the following guidelines:


- 
Twenty days after the final bill reading date the 1st Final Bill Letter will be generated. This letter will indicate that the customer has up to ten days to pay the outstanding final bill.


- 
Ten days after the 1st final letter has been mailed, the Credit Leadhand will generate the 2nd final bill letter for Customer Service Representatives. This letter will confirm that the account is outstanding and further action is necessary. The Customer Service Representative at this time is to use their discretion how to collect the amount owing transfer balance to an active account or transfer to credit department immediately to start legal action. 

  

Ten Days after the 2nd final bill letter has been generated a 3rd final bill letter of outstanding accounts will be printed advising Customer Service Representatives of outstanding balance and to transfer this account immediately to Credit Department.

Junior Clerk

To process letter for 4:00 p.m. delivery.

Customer Service Representatives

Will be responsible to check final bill letters to our billing records for duplicate account names, SIN, phone numbers, or account numbers. If you find a match this account should be transferred immediately and write transferred with new account and sub number on letter and mail. If the customer is a good paying customer or a landlord that may not want this account transfer immediately, you may want to bypass transferring amount and mail the reminder notice. Please check to see if account is paid by PAP.

  

After doing the above check and you cannot locate customer at another address 1st final bill reminder letter should be mailed. If mail is returned to us you could phone customer for their new address to mail out or pass all information to credit department and change final bill code to #4 in general maintenance, also enter message to customer account that account has been transferred to credit dept.

  

When you receive the 2nd final bill letter please mail after checking for promises and payments.

 If you are working on the 3rd final bill letter you are required to make a file folder (record info in record management system) for that account with all pertinent information such as name, initials, etc. and transfer this file immediately to the ‘Credit and Collection’ process and record message to customer account that account has been transferred. File reports.

Guidelines for transferring to collection agency:  < than $50.00 keep on file, > than $50.00 transfer to collection agency.
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