THE CITY OF RALEIGH
UTILTY BILLING DIVISION

“Water is our business, excellence is our standard.”



THE CITY OF RALEIGH
UTILTY BILLING DIVISION

MISSION STATEMENT

To Demonstrate Excellence In Our
Financial Services To The City
Organization And Our Customers
Through A Commitment To Continuously
Improving Within Our Philosophy of
"People Helping People™

This handbook has been developed and provided to you
as part of our Excellence in Customer Service Program.

It is intended to assist you in understanding

your utility services and our service delivery system.
Should this booklet contain information that you do not fully
understand, or if questions still remain after you have had the

opportunity to read it, please do not hesitate to contact
Customer Service for additional clarification.
It is our goal to provide you with the highest level of service
in the most efficient manner possible.
Your questions and comments are always welcome.

Our Vision statement: To establish a cohesive and forward thinking organization that can
effectively manage change, define process improvements and develop technical efficiencies
whereby improving customer service delivery.

Information, to include service costs, may change and may not be reflected in the Customer Handbook. For the most
current information, you may visit our website at www.raleighnc.gov or contact customer care at (919)890-3245.
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IMPORTANT CONTACT INFORMATION

Telephone Contacts:

Utility Billing Customer Care: (919)890-3245
Monday - Friday (8:30am until 5:00pm); Closed on weekends and holidays

Raleigh Solid Waste and Recycling Services: (919)831-6890
Monday - Friday (7:00am until 4:00pm); Saturdays (8:00am until 12:00pm)
Closed on Sundays and holidays

Solid Waste and Recycling (for other Towns):
Call your town of service; (additional information located on page 11)

Raleigh Stormwater Management Division: (919)996-4002
Monday - Friday (8:30am until 5:00pm); Closed on weekends and holidays

Meter Operations and Water/Sewer Emergencies: (919)250-2742
Monday - Friday (7:30am until 4:00pm)

Water/Sewer After Hours Emergencies: (919)829-1930
Monday - Friday (4:00pm until 7:30am); weekends and holidays

In the event of a water or sewer emergency, it is important to contact the City of Raleigh immediately.
Water and sewer emergencies may affect our environment, cause property damage, affect service
availability, or have a direct impact on water conservation efforts. Issues considered emergencies are
water quality concerns (discoloration, odor, and taste), water main breaks, water meter leaks (leaks
located at the water meter), low water pressure, and sewer back-ups.

Written Correspondences and E-mails:

Utility Billing Mailing Address
City of Raleigh
Utility Billing Division
Post Office Box 590
Raleigh, North Carolina 27602-0590

Utility Billing E-mail Address
UtilityBilling@ci.raleigh.nc.us

When corresponding via mail or e-mail with Utility Billing, please be sure to include the name on the
account, the account number, a contact name, and a daytime contact phone number, on each item
enclosed. Please keep in mind that our office will only be able to contact you during our hours of
operation.
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NEW CONSTRUCTION/UTILITY CONNECTION PERMITS

When a customer requires connection to the City of Raleigh water/sewer system for the first time they must apply
for a utility connection permit. This permit is applied for through the Inspections Department within each
appropriate City or Town and services are not available until this action is complete.

Once the permit has been obtained, it is forwarded to the Utility Billing Division and a premise (address) is created
in the billing system. This creates a premise humber which is a unique identification number for the address or
property. During this phase, the appropriate rates and services are assigned to the premise for future billing
purposes. The services billed for each premise are based on the information forwarded via the Utility Connection
Permit.

METER INSTALLATIONS

When a customer applies for service, by requesting a meter set or installation of a meter, they do so by contacting
customer care. Customer care representatives generate the appropriate request and forward to Meter Operations
who install the meter within three business days. The meter box must meet City of Raleigh Public Utility Code at
www.raleighnc.gov in order for the meter installation to occur. If the meter box is not up to code, Meter Operations
will not install the meter. A $50 not ready fee will be placed on the account. Payment and correction to the problem
in the meter box must occur prior to rescheduling a meter installation.

SERVICES BILLED

The City of Raleigh Utility Billing Division bills for several services including:
. Water use and Administrative Fees
f Sewer use and Administrative Fees
T Solid Waste & Recycling
1 Stormwater
Availability of services is dependent on the location of your property.

NEW CUSTOMERS

It is best to contact customer care via telephone Monday through Friday between 8:30am and 5:00pm no less than
twenty-four to forty-eight hours prior to the date that you need the service to begin. This will ensure that the service
is connected and ready when you need it.

In order to obtain utility services, you will need to contact customer care. Please be prepared to provide your
contact information including personal identifying information. Acceptable personal identifying information
consists of the following: social security card, unexpired driver’s license or ID card, tax identification number, US
or Foreign government-issued passport, alien identification card, and number and country of issuance of any other
unexpired foreign government issued document evidencing nationality or residence and bearing a photograph or
similar safeguard. This is in accordance with the FACT Act of 2003 and the Privacy Act of 2005. This
information will be used to create your customer number that is unique to each customer.

PROOF OF RESIDENCY

When requesting service you may be required to provide proof of residency. This includes: lease agreements,
settlement statements, and deeds.
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SECURITY OF INFORMATION

It is important to note that your account information is not public record. Your social security number is used during
the collection of balances owed and for securing access to your account. In order to be in compliance with the FACT
Act of 2003 and the Privacy Act of 2005, you will be asked to confirm your social security number and other
personal identifying information each time you contact customer care. This ensures that we are speaking with the
account holder in order to prevent and mitigate ID theft/fraud. For more information please refer to the Identity Theft

Customer Care Guide.

The Utility Billing
Division strives to ensure
your information is kept

private. Please help us
keep your information
confidential. It is
essential to keep your
account information up to
date and accurate.

ACCOUNT MAINTENANCE

It is essential to contact customer care immediately when there are changes regarding the mailing address, phone
numbers, and/or additional contact information for your account(s). Each time you contact customer care, your
information will be verified and/or validated before any modifications are implemented on your account. A
Utility Service fee ($50) is charged upon the creation of every account. This is a nonrefundable fee that is
charged per account and per address. The fee is charged on the account and due with the customer’s first bill.
To view the City Ordinance for this fee please visit our website. In some instances a deposit may be required.
The customer care representative will provide further details in regards to the deposit.
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EXISTING CUSTOMERS

ACCOUNT NUMBER

Once your utility account has been established you will be issued an account number. The account number consists
of two numbers, your customer number and the premise number. (Example: Customer number-premise nhumber,
12345-67890) The customer number identifies the customer. The premise number is the unique number that is
assigned to your property. Customers who have more than one utility account will have the same customer number
and different premise numbers.

Mailing addresses are linked to the customer information via the customer number. When a customer changes their
mailing address it will affect all of their accounts.

DEFAULT CUSTOMERS

Default customers are created when the owner/landlord of a property requests that utility services revert back to the
property owner when a tenant requests a move-out for the specified property. This ensures uninterrupted service for
the property in between rentals and tenants. If you are interested in this service, please submit the authorization
form located on our website, www.raleighnc.gov, or contact customer care to request the form.

As a reminder, property owners and landlords should confirm that their tenants have contacted customer care to
initiate services and to final bill their account. This will enable customer care to bill the correct account holder(s).
When properties are vacant and water usage occurs (leaks and/or unauthorized use of water) the property owner is
liable for payment. Property owners that do not sign up as default landlords will be assessed the $50 Utility Service
Fee.

IDLE SERVICE

Idle service is defined as water usage that occurs at a property when there is not a customer assigned to the property.
Idle service becomes evident when the meter reader obtains a reading that is higher than a previous billed reading.

If idle service occurs on your property it is the responsibility of the property owner to ensure appropriate
individuals, or occupants are being billed for the usage. If you own a property and are unsure of the status of the
property, please contact customer care.

TRANSFERRING/REQUESTING A FINAL BILL

In order to be in compliance with the FACT Act of 2003 and the Privacy Act of 2005, you will be asked to confirm
your social security number and other personal identifying information each time you contact customer service. If
you are moving to another address within the City of Raleigh water/sewer service area, you will be able to transfer
your services. Please contact customer care to provide appropriate information. All outstanding balances on the
property being vacated are the responsibility of the individual moving out and those balances will be billed to you
or collected at time of move in at the new property.

A final bill request occurs when a customer contacts customer care and asks for their utility services to be
disconnected. It is essential to contact customer care when you need to final bill your services to ensure you are not
charged for services after you have vacated the premise. All final bills are due within ten days from the date they
are mailed. In the event that a new customer requests services to be connected at a premise and the previous cus-
tomer has not contacted customer care to final bill their account, the new customer information will be entered and
the previous customer will be automatically final billed.
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METER INFORMATION

HOW YOUR METER MEASURES USAGE

The water meter measures how much water you consume at your premise. At
residential locations, the water meter is usually located at the front of the
property in the ground under a metal lid. (See page 9 for unit of measures
descriptions.)

ACCESSING YOUR METER

The City of Raleigh owns and maintains all water meters. It is the property
owner’s responsibility to allow field and meter technicians easy access to the
water meter and the area around it; therefore, it is important to keep the meter free
from debris, shrubs, trees, and etc. Both field and meter technicians wear
uniforms with the City of Raleigh logo as a form of identification. If there is any
doubt about their identity, please contact customer service.

HOW TO READ YOUR METER
Learning to read your water meter can help you save money. Customers can read

meters for a number of reasons: discovering water leaks, monitoring your usage
for conservation purposes, or verifying your utility bill charges.

INSTRUCTIONS:

1. Slowly remove the lid, it can be heavy. Be Careful! At times you may find
things inside the meter box, such as rain water, snakes, and insects.

2. The “straight reading meter” is similar to reading the odometer on your
vehicle. You read the dial from left to right and the last two digits are
dropped off from the reading.

Straight-reading meter
This meter reads: 148 Ccfs

Meter reading -
_~ Decirnal

—— Unit of measurement

Swreen hand (one complete turn
equals 0.1 cubic metres or 22 gallons)

Low-flawy indicatar

™ Meter size
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WHY WE READ YOUR METER

The most common reason we obtain meter readings is for billing purposes. Meters will also be read during meter
maintenance, meter repairs, billing disputes, for move in readings or move out readings, reading reviews,
interruption of service and for other miscellaneous reasons. Every meter is read when it is time for the account to
be billed regardless of the account status. Two reading methods are currently being utilized. Readings are
obtained manually and via radio read transmission called AMR or Automatic Meter Readings. (The city of
Raleigh is currently replacing all manually read meters with AMRSs.)

LEAKS AND METER MAINTENANCE

You should check your property periodically for water leaks. To do this, simply make sure all fixtures are turned
off and no appliances that use water (washing machine, dishwasher, and ice maker, etc.) are on. Access the meter
and obtain the reading (see page 9). Locate the usage indicator. If the usage indicator is moving and you have
ensured that all water is off on the property, this is a sign that there may be a water loss or leak.

The City of Raleigh is responsible for all maintenance and repairs of water mains and meters. The property
owner is responsible for all lines and fixtures inside and outside of the property, including the water line
connecting the property to the meter. You will be billed for all water used whether or not it is caused by leaks or
broken pipes.

THEFT AND METER TAMPERING

The water meter is City of Raleigh property, and it is illegal for anyone to alter or tamper with the meter. The
North Carolina General Statue 14:151.1 details this information. If you are aware of meter tampering, illegal
connections, or water theft please contact customer service immediately. Those parties responsible for tampering,
installing illegal connections, or stealing water may lose water service and/or be fined.

If a Utility Billing representative determines that water has been restored by anyone other than a City of Raleigh
employee, the customer will be assessed a $100.00 fee for each occurrence. If there is continual evidence of tam-
pering and/or theft, the issue will be turned over to Public Utilities Code Enforcement for further investigation
and penalties.

Tampering: Morth Carolina G514:151.1 states that it is illegal
for anyone to alter, tamper with or bypass a meter installed for
the purpose of measuring the use of water. I is also illegal for
anyone other than City of Raleigh perscnnel to reconnect the
water meter once it has been disconnected. Violators will be

liable for three times the usage amount or $500.00, whichever is
greater.
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HOW TO READ YOUR BILL

This is a sample of a City of Raleigh Utility bill and should aid you in understanding the layout of your bill.
City of Raleigh mailing address (do not mail payments to this address — please refer to item 11)

Customer name and mailing address (name of entity of person on record responsible for paying bill)

Service address (address of property receiving services — water/sewer, Stormwater, solid waste, recycling, etc)

Account number — unique identification number associated with services that are being received by the service
address

Service period — provides the beginning and ending dates for the time the service was provided
Billing block — lists individual line item and applicable charges
Current due — total of all current charges in the billing block including late fees and additional fees, if added
Past due — total of all past due charges
Total amount due — current balance due plus the past due amount*
Meter reading descriptions:
A (actual meter reading)
E (estimated meter reading)
T (transfer from one service address to another)
Remittance address—Ilocation to send Utility payments
Important messages from the City of Raleigh
Cycle — used for internal purposes to determine when meters are read
Bill date — date the bill is printed and mailed
Due date — date the billed charges are due**
Meter and Consumption information:
“Meter number” is the identifying serial number on the meter located at the address
“Current” is the current meter reading
“Previous” is the last reading from the previous billing and/or an initial reading from installation of service
“Consumption” is the difference between the current and previous readings. The consumption is measured in
CCF, GAL, and TGAL or HGAL

Additional information — area is reserved for additional information relevant to the customer account

Remittance slip — detach the remittance slip and mail with payment using the window envelope enclosed with the bill

* Note: If the amount of the bill is a credit (shown as “CR” beside the total) and is due to overpayment or an adjustment
made to the account you do not need to make a payment. The credit will be applied to the balance on the following bill.

*=* A Due date displaying “Upon Receipt” means there are past due charges that need to be paid immediately.
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ADDITIONAL BILL INFORMATION

Each utility bill may have certain administrative charges based on the services that are provided to the premise or
property. Below are examples of administrative charges you may find on your bill. The administrative charges may
differ, please refer to our rate schedule at www.raleighnc.gov for more information.

The water administration charge includes:
Maintenance of the water meter, reading of the meter, billing and printing of the bill, administrative related support,
customer services, maintaining the account and the treatment of the water.

The sewer administration charge includes:
Maintenance of the sanitary sewer system, billing and printing of the bill, administrative related support, customer
services, maintaining the account, and the operations treatment facilities.

*Note: When receiving a bill, always review the services charged to ensure that you are being billed accurately.

UNITS OF MEASURE

City of Raleigh meters measure usage in hundred cubic feet (ccf).
lccf = 748gallons
(ccf is hundred cubic feet)

Town of Garner meters measure usage in gallons or in hundred cubic feet (ccf).
lccf = 748gallons
(ccf is hundred cubic feet)

Town of Rolesville meters measure usage in hundred cubic feet (ccf) and then the usage is converted to gallons for
billing purposes.

lccf = 748gallons

(ccf is hundred cubic feet)

Town of Knightdale meters measure usage in hundred cubic feet (ccf), in hundred gallons (hgal), or in thousand
gallons (tgal).

lccf = 748gallons

lhgal=.13369 to convert usage to ccfs

1tgal = 1.3369 to convert usage to ccfs

(ccf is hundred cubic feet)

Towns of Wake Forest, Wendell, and Zebulon measure usage in hundred cubic feet (ccf) or in hundred gallons
(hgal).

lccf = 748gallons

lhgal=.13369 to convert usage to ccfs

(ccf is hundred cubic feet)
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BILLING CYCLE

Town Schedule
Garner Bi-Monthly
Knightdale Bi-Monthly
Raleigh Bi-Monthly
Rolesville Bi-Monthly
Wake Forest Monthly
Wendell Monthly
Zebulon Monthly

Meters are typically read the same time each billing cycle and you should expect your bill around the same
time frame each month or every other month. Please note that you will not have a set due date and/or a set
bill date.

HOW TO CALCULATE YOUR USAGE IN GALLONS

To calculate your daily usage in gallons, take your total consumption and calculate the total gallons used:

Example: 16c¢cfs used in 62 days
16 x 748 = 11968 gallons

Take the total number of gallons and divide it by the total days of service.

® Calculator A=l

Edit View Help
[ 193.03225806451612903225806451613

|7 Backspace | | CE | | G

me | | 7 | 8 || 9 || / |[sat
MR 4 | b [ b - v
MS 1 | 2 [ 3 - 14
) A GG

Example: 11968/62 = 193

This will give you the average daily usage in gallons, in this example it is 193 gallons per day during this
billing cycle.
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RATES

The water and sewer rates are reviewed annually during the budget process and are subject to change. Changes
in the rates are set by the City of Raleigh City Council based off of recommendations from Public Utilities.
Public hearings are held by City Council before any new rates are instituted. The City Council schedules can be
found on our website at www.raleighnc.gov. Rates can vary based on jurisdiction (inside/outside city limits),
municipality, size of meter, and commercial or residential property.

The Public Utilities Department treats and distributes the city’s drinking water supply, as well as collects and
treats the wastewater in Raleigh, Garner, Knightdale, Rolesville, Wake Forest, Wendell, and Zebulon. The
budget for all departmental operations of the City of Raleigh Public Utilities Department and the Utility Billing

Division are self supporting enterprises. They are fully funded by revenues received from the users of the water
and wastewater services.

PAYMENT LOCATIONS

Avery C. Upchurch Municipal Complex
1st Floor; Revenue Services Lobby
222 \West Hargett Street
Hours: 8:30am until 5:00pm
Phone: (919) 890-3200

Garner Town Hall Knightdale Town Hall Rolesville Town Hall

900 7th Avenue
Hours: 8:00am until 5:00pm
Phone: (919) 772-4688

Wake Forest Town Hall
401 EIm Avenue
Hours: 8:00am until 5:00pm
Phone: (919) 554-6100

950 Steeple Square Court
Hours: 8:00am until 5:00pm
Phone: (919) 217-2212

502 Southtown Circle
Hours: 8:30am until 5:00pm
Phone: (919)556-3506

Wendell Town Hall
15 East 4th Street
Hours: 8:00am until 5:00pm
Phone: (919) 364-4444

Zebulon Town Hall
1003 North Arendell Avenue
Hours: 8:00am until 5:00pm

Phone: (919) 269-7455

PAYMENT METHODS

Customers can also have the utility bill drafted from their bank accounts. A bank draft application must be submitted
from a customer along with a voided check.

Payments by Visa or MasterCard (no additional charge) can be made via:
Phone at (919) 890-3245
Web at https://ub.raleighnc.gov:4443/CWA or www.raleighnc.gov

Payments can be mailed to: :
City of Raleigh VISA
Post Office Box 96084 '
Charlotte, NC 28296

Unauthorized payment locations:

It is best to make payments directly to the City of Raleigh at one of the authorized payment locations listed above in
order to prevent late penalties, delinquency, and interruption of services. Other locations may accept City of Raleigh
Utility Billing payments; however, it is important to note that all locations that are not on this list are considered

“unauthorized” payment locations. Paying at any of these locations will delay the time it takes for the payment to be
received or processed by the City of Raleigh.
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PAYMENT ASSISTANCE

There are local agencies that will assist some customers with utility payments dependent upon certain criteria
established by each City. If you are seeking assistance with payment on your utility bill, contact customer care
for a current list of participating agencies. Please note that most agencies will require copies of utility bills and
delinquent notices, it is recommended that you retain your copies of important utility bill information.

When payment arrangements are established you will be instructed on the terms of the agreement. It is
essential to pay the agreed upon balances on or before the due dates in order to avoid cancellation of the
arrangement, additional penalties, and interruption of service. If your payment arrangement is cancelled
for failure to pay on time or failure to pay the correct dollar amount, all past due balances are due in full
immediately and the arrangement will not be reinstated. Payment arrangements are for previously billed
balances. Keeping your future bills paid on time is mandatory.

DELINQUENCY

LATE PAYMENTS

Payments are due on or before the due date shown on your utility bill. Your date of payment is the date on
which your payment is received by the City of Raleigh. Failure to make full payment on or before the due date
will result in the assessment of a late penalty of $5.00 or 1.5% of the past due amount (which ever is greater)
applied to the account and further delinquent action may occur. For further information about this City
Ordinance please visit our website.

RETURNED CHECKS/DRAFTS

Any returned payment, check , or draft is charged back in full on the utility account and a $25 returned item
charge will be applied to the account. This may result in immediate delinquent action without direct notification
from our office. If services are disconnected, a delinquent trip charge or meter lock charge will apply.

DELINQUENT RELATED CHARGES AND DISCONNECTION OF
SERVICE

Failure to pay a Utility bill can result in the interruption of services. Prior to disconnecting a customer’s water
service, Utility Billing will mail a delinquent letter to the customer. When services are disconnected for
nonpayment, a hang tag is left at the door of the premise. For restoration of water services, it is necessary to pay
all past due balances and related delinquent charges in full. Once the full payment is received you will need to
contact customer care at (919)890-3245 to request the restoration of your service. To view our current
delinquent related charges please visit our website.

METER REMOVAL
Certain delinquent related efforts may result in the removal of your water meter. Once a meter is removed for

nonpayment all past due balances and related delinquent charges must be paid in full prior to the installation of
the meter. The meter removal fee is $50.00 and the meter service restoration fee is $75.00.
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BILLING CONCERNS

HIGH BILL/LOW BILL

While reviewing your utility bill, it is important to note if it is high or low based on your average consumption.
If you feel your bill is high or low, please contact customer care for additional assistance. Please keep in mind
occupancy and vacancy will affect your water consumption. If you request a meter reread verification you will
be assessed a $35.00 meter reread fee if the reread results prove the original billed reading to be accurate.

HIGH BILLS DUE TO LEAKS

At times your utility bill may be high due to a property leak. It is essential for water conservation purposes to
have property owners repair all leaks as soon as possible. When a property leak is repaired a leak adjustment
may be warranted. For further information on qualifying for a leak adjustment please contact customer care and
your account will be reviewed. If you qualify for a leak adjustment, you will be required to provide
documentation of proof of the repair inclusive of the date of repair and exact repair made.

SOLID WASTE/RECYCLING CHARGES

If you have specific questions or concerns about your Solid Waste or Recycling charges, please contact
customer care. If you have concerns about the service provided or would like to dispute the charge(s) please
contact the appropriate Solid Waste and Recycling Department for your Municipality directly.

STORMWATER CHARGES

If you have general questions or concerns about your Stormwater charges please contact customer care. If you
have concerns about the service provided or would like to dispute the charge(s) please contact the Stormwater
Management Division with the City of Raleigh (919)996-4002.

METER MAINTENANCE CONCERNS

If you have specific questions or concerns about meter installations or meter maintenance, please contact
customer care or Meter Operations (919)250-2742.
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WATER CONSERVATION

What is the number one water consuming device in the home?
Use a displacement device in the tank if your toilet uses more than 1.6 gallons per flush. If you use
a brick, make sure it is enclosed in a tightly sealed plastic bag to prevent deterioration. A better item
to use for displacement is a plastic container filled with water.
Make sure your toilet flapper doesn’t stick open after flushing.
Only flush the toilet when necessary.

How long should | shower? How can | save water in the shower?
Take four-to-five minute showers (use a kitchen timer to monitor).
You can save water by purchasing a new 1.5 gallon per minute showerhead and faucet aerators.
Turn off water while you soap, shampoo and condition your hair and save 50 gallons a week.
Repair all leaks & drips. These drips add up!

Are there other ways to save water in the bathroom?
Keep tub bathing to a minimum and, instead, take quick showers.
Do not leave the water running while brushing your teeth or shaving.
While washing your hands, don’t let the water run while you lather.
Teach your children to turn the faucets off tightly after each use.

How can | save water in the kitchen?
When washing dishes by hand, don’t let the water run while rinsing. Fill one sink or container with
wash water and the other with rinse water.
Soak your pots and pans instead of letting the water run while you scrape them clean.
Run dishwashers with full load only.
Use disposable plates, cups and utensils for some meals. Even the most efficient dishwashers use
approximately 12 gallons of water per cycle.
Cut back on rinsing if your dishwasher is new. Newer models clean more thoroughly than older
ones.
Keep a container of drinking water in the refrigerator, instead of running the tap until the water is
cool.
Designate one glass for your drinking water each day. This will cut down on the number of times
you run your dishwasher.
Thaw frozen foods ahead of time rather than under running water.

How can | save water in the laundry room?
Run the washing machine only when it is full and save up to 600 gallons each month.
Choose new water-saving appliances, like washing machines that save up to 20 gallons per load.

What else can | do to save water?
Use a broom instead of a hose to clean your driveway or sidewalk and save 80 gallons of water
every time.
Plant drought tolerant and/or native trees and plants. Use mulch to help retain moisture.
Don’t forget to check outside faucets, pipes and hoses for leaks and repair immediately.
Winterize outdoor faucets when temps dip to 20 degrees F to prevent pipes from bursting or
freezing.
Make sure you know where your master water shut-off valve is located. This could save gallons of
water and damage to your home if a pipe were to burst. Check your water meter and bill to track
your water usage.

Do one thing each day that will save water. Even if savings are small, every drop counts!
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FREQUENTLY ASKED QUESTIONS

1.

What does the word “inside” or “outside” under the water usage charge mean?

Customers who live inside the city limits pay an INSIDE rate and customers living outside the city limits
pay an OUTSIDE rate.

Who sets the rates for all services for the city of Raleigh?

The City of Raleigh City Council approves the rates based on Public Utilities recommendations.

Do | have a set due date to pay my bill every month?

There are no set dates to pay the bill. The due date is based off the billing cycle date and if you are billed
bi-monthly your bill is due 25 days from the bill date. If you are billed monthly your bill is due 20 days
from the bill date.

Do we provide an equal payment plan similar to Progress Energy?

This service is not available at this time. As we look at process improvements in the future we will look
into the feasibility of providing this service.

Can my solid waste/recycling charge be removed from my account?

Not if you are a Raleigh residential customer. The solid waste charge is passed to all Raleigh residential
customers for the upkeep of the city sites and is not based solely on trash pickup.

Why does the bill say “due upon receipt”?

The “due upon receipt” informs the customer that the past due is due immediately but the current bill is
due by the due date provided on the bill.

Do | have a grace period before | receive a late fee?

No, the late fee is applied to the account if payment has not been received by the due date specified on the
bill.

For any questions and/or concerns about the FACT Act of 2003 and the Privacy Act of 2005 please
see the Identity Theft Customer Care Guide.

**x**Any dollar amount listed throughout this handbook is subject to change.*****

WE WELCOME YOUR FEEDBACK

The Utility Billing staff welcomes all types of feedback. Please choose one of the following categories and your
message will be routed to the proper staff member. You will either be contacted by phone or e-mail within two busines

days.

General Feedback: To access a form to provide feedback regarding our website, make suggestions, etc. or ask a
non-urgent question please visit www.raleighnc.gov

Issues/Concerns: To access the Utility Billing Escalation process and a form to begin the process www.raleighnc.gov
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