CITY OF HOLTVILLE, CALIFORNIA

COUNCIL POLICY
SUBJECT: DISPUTES RELATED TO WATER AND SEWER BILLS
POLICY NO.: 400-02
EFFECTIVE DATE: October 24, 2005
PURPOSE:
The intent of this policy is to provide uniformity in the investigation and disposition of
disputes related to water and sewer bills. This policy was designed to provide specific
standards for City response to customer inquiries which are consistent with good public
relations. These standards should also reduce unnecessary rereading of meters, and
provide for the prompt and efficient handling of disputes. It also details options available
to all parties should an impasse occur between the City and the claimant.
POLICY:
In the event that a customer has a dispute with their water bill they should call The City
of Holtville Water Clerk at 760-356-2912 (In the proceeding the title Water Clerk refers
to the actual clerk or a designated representative.)
1. The Water Clerk will record the name, address, account information and phone
number of complainant and assure them that they will receive a return phone call
in 24 hours or the next business day.
2. The Water Clerk will examine the billing records for inaccuracies and compare
current readings to previous year readings for the same time period. The Water
Clerk will also verify if there have been any estimated readings and that this bill
may be a correction to a previously estimated bill.
3. The Water Clerk will inform the customer of the findings within the specified
time limit. The Water Clerk will assist the customer in understanding their bill.
The Water Clerk will also inform the customer how their usage compares with the
average usage of similar customers. If the customer still believes there is a
problem with the meter, the Water Clerk may create a work order for the
designated representative of the Water Department. The creation of the work
order and the details of the order are at the discretion of the Water Clerk.
4. Work orders are reviewed by the Water Department personnel every morning.
The work order will be completed as quickly as personnel and materials are
available.
5. The Water Department will verify the functionality of the water meter in question
and at the same time attempt to discern if any leaks are present. This is done by
asking the customer to cease using all water on their property. When all water use
is stopped, the water meter usage indicator is observed for any signs of
movement.
a. This is the extent of the Water Department personnel involvement in leak
detection.
b. The City of Holtville does not conduct leak detection beyond the
customer’s meter.
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c. The Water Department lacks the man power to provide this service to
every customer every month and must limit this service to once every
three months. A fee of $30.00 per visit will be applied to customers who
habitually request Water Department personnel recheck and reread meters
each month.
d. If a leak is determined the Water Clerk will inform the customer of the
leak.
e. Customers are responsible for all the water that goes through their meter.
The Finance Department may be contacted for possible billing
arrangements. The City however cannot excuse a bill for water usage that
occurred on the customer’s property regardless of the circumstances.
f. If the leak is at the meter or a result of faulty meter installation the City
will accept responsibility and make the necessary corrections.
6. If the meter is determined to be functioning properly and no billing errors have
been found the customer will be held responsible for the payment of the bill.
7. Customers may, if they wish, purchase a new meter from the City of Holtville
which we will install. The meter will be billed at the actual cost to the city ($166
plus tax and shipping at this time) plus installation costs ($50.00 labor at this
time).
8. In the event that the customer is still unsatisfied, the customer should be given a
Water Bill Complaint Form.
a. This form must be filled out by the customer and signed.
b. The completed complaint form must be returned within 30 days of the date
of the bill. Complaints for bills over 30 days will not be reviewed.
c. Complaints should be mailed or delivered to City of Holtville Water Bill
Complaint Form, 121 W Fifth Street, Holtville, CA 92250.
9. The Water Bill Complaint Form will be reviewed by the Public Works Manager,
the supervisor in charge of water meters, the Finance Manager, the Water Clerk
and any additional city staff necessary to reach a conclusion.
10. The Water Bill Complaint Forms will be reviewed once per month at an
appointed time when all necessary parties are available.
11. If a customer requests to be present, the Water Clerk will contact that customer
with the time, date and location of the review.
12. The final disposition of all water bill review cases rests with the review
committee, which will notify you of the disposition of your complaint.
13. If at any time the customer feels they are being treated unfairly they have the
ability to appeal to the City Manager or the City Council.

HISTORY: Approved on 10/24/05 by Resolution #05-43
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