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City of Spokane Utility Billing is Getting an Upgrade! SPOKANE

In the nearly 25 years since the City of Spokane last replaced its utility billing system, much
has changed with technology, online capabilities, access to data, customer invoice receipt
and payment tools, etc. The platform the City has been operating on doesn’t contemplate
much of the online transaction features that many customers have become accustomed
to in today’s world. The replacement of the aging software platform provides:

Better customer interaction and communication with utility customers

Enhanced automatic payment capabilities

Paperless invoicing

Future smartphone app support

Process flow that increases staff efficiencies

Access to user-based reporting tools and data sets for customer trending and analytics
Increased efficiencies help better manage rate changes over time

Water conservation — aquifer health, river health, ordinance compliance

System efficiencies with water delivery and storage information

You’ve got questions? We’ve got answers!

What differences will utility customers see on their bill?

We recognize that approximately 46% of our customers have water meters read every two months in bi-
monthly read cycles. All of these customers will see an increase in their amount due in Nov. or Dec. as the
system transitions. The majority of customers will see an increase of less than $20. Approximately 5% of
all customers will see an amount greater than $20. Payment arrangements can be made if customers need
to spread the amount out over time. Recently, when the water meter was read, the usage was then split in
half and then billed out over the following two months. Unfortunately, this caused many customers to be
billed for warmer months usage well into late fall and colder months well into early spring.

In the new billing system meters will continue to be read every other month, however in a current
timeframe vs. two months behind, with the bill to reflect an amount due based on the actual meter read.
The next month’s bill will then reflect an estimated read based on historical usage. The third month,
another actual read will be obtained, and the prior estimated read will be reconciled and adjusted (up or
down) and will be reflected in that same month’s billing.

Water consumption will be measured in cubic feet (CF) instead of hundreds of cubic feet (CCFs) units
displayed as gallons. This is sort of like measures in miles vs. kilometers. Water meters read in cubic feet
and it is consistent with current SMC code language, utility rate information and other communications.
Account numbers will be changed as part of the upgraded system. This will happen automatically and be
reflected on utility bills. The former account number will still be usable and recognized for an extended
grace period.

The water usage comparison graph will not appear on bills for at least the first year. The new system
requires a full year of data in order to provide this information automatically. Customers can contact utility
billing if they would like to know what prior usage is from previous calendar years.

Keep in mind, utility rates change every year in January.

See Sample Billing Next Page


https://my.spokanecity.org/publicworks/utility-billing/repayment-plan/
https://my.spokanecity.org/publicworks/utility-billing/rates/
https://my.spokanecity.org/publicworks/utility-billing/rates/
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Utilities Billing
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808 W. Spokane Falls Blvd
Spokane, WA 99281

Pay by Phone at

1.844.739.0180
Bank Account; Credit or Debit Card Payments

[NEW Account # Formatj

[ Estimated Read = Ej

ACCOUNT NUMBER 123456300 SERVICE ADDRESS: 587 N HOWARD ST

BILLING DATE 11/01/22 SERVICE PERIOD: FROM: ©9/26 TO: 18/26

PREVIOQUS BILL DATE 10/01/22 METER NUMBER PREVIOUS CURRENT

PREVIOUS BALANCE $0.00

TOTAL BALANCE FORWARD $0.00 9646 9706E 6000 | CF
E = Estimated Reading F = Cubic Feet

CURRENT CHARGES ——————~Restdential Usage Breakdown

WTR RESIDNTL IC $68.65 CF RATE CHARGE

WTR RESIDNTL IC SVC CHARGE 518.23 600 0.803480 $2.89

SWR RESIDNTL COLLECTION IC $34.28 600 0.207364 $4.42

CAP RESIDENTL WTR WW IC $32.18 1360 8.089906 $12.88

REFUSE 68 GAL 1x1WK $34.71 2060 9.812718 $25.44

YARD WASTE CART 1x1WK $18.31 1506 8.015883 $23.82

STORMWATER RESIDNTL TEST $4.82 IMPORTANT INFORMATION

TOTAL CURRENT CHARGES 5211.18 PAYMENT PLANS: We are here to help! To apply for a

AMOUNT DUE BY 12/05/22 $211.18 repayment plan, go to my.spokanecity.org, dial 3-1-1 or

(509)755-CITY.

RENT and UTILITIES ASSISTANCE information:
my.spokanecity.org/covid19/resident-assistance/

UHELP PAYMENT ASSISTANCE: Contact 456-SNAP
UHELP DONATIONS: my.spokanecity.org/covid19

UNIT OF MEASURE: Water meters measure in cubic feet(CF)
and consumption is billed in units(CCF). One unit = 100 cubic

feet or approx. 748 gallons.

To ensure proper credit, detach bottom portion and return in the enclosed envelope.

Utilities Billing
888 W. Spokane Falls B
Spokane, WA 99281-3333

CITY OF SPOKANE " ™*

Acct: 123456300 UHELP
507 N HOWARD ST

lvd

s | | | |

Bill Date: Nov @1, 2022

Urban Forestry $|

DUE DATE: Dec @5, 2022

Total Enclosed $|

*1 1 9*

MARTY MARMOT
587 N HOWARD ST
SPOKANE, WA 95201-000@

CITY OF SPOKANE
8@8 W. SPOKANE FALLS BLVD.
SPOKANE, WA 99256-2081

0001234563002960021118

To update mailing address or contact information
O g
please check box and complete form on back.

FAQ continued on next page...



When will monthly billing begin?
e Billing days of the month (i.e.: the 5t of every month) will remain the same. The transition will begin
Tuesday, Nov. 1. Paperless customers will see bills online as soon Nov. 1 and bills sent through the mail
will begin receiving them upon standard USPS delivery times.

When will customers see a change in their utility bill?
e Customers should see their new monthly bill in Nov. or possibly Dec.

What is the difference between bi-monthly meter reads and monthly meter reads?

e Bi-monthly meter read customers have had their meter read every two months; then the charges were
divided in half and billed over two months. The new billing system reads the meter and estimates the
next month's charge based on historical account consumption data. At the next month the actual
meter reading is reconciled with the estimated read either up or down which could equal a slight
increase or credit on the bill. This provides an automatic estimate calculation for the months in
between actual reads and generates bill amounts closer to the read dates within the actual usage
period and reduces the confusion customers have experienced with seasonal swings in water
consumption.

Will there be changes for auto-pay customers?
e No, there will not be any change for auto-pay customers. If signed up for auto-pay, customer payments
will be taken using their previous provided payment information on the due date of following business
day.

Will there be changes if a customer used Pay-by-Phone?
e No, there will not be any changes to the Pay-by-Phone system. Customers will be able to use either
their old or new account number when using the Pay-by-Phone system through the extended grace
period.

Will there by changes for bill-pay service through my bank or credit union?
e No, there will not be any changes for customers who pay through their bank or credit union.

Will I need to set up a new eBill web account?
e No, Utility customers do not need to create a new online payment account in the utility bill system.
Account numbers will automatically be changed.
e Customers will be opted into paperless billing as part of the transition, and customers will now have
ability to remove eBill accounts by using a new “Remove Account” feature.
e All new customers signing up for eBill will now automatically be enrolled in electronic billing (new eBill
customers will not have option for both paper and eBill).

I have a billing question; how can | get help?
e Utility bill questions can be directed to City staff by dialing My Spokane 311 inside City boundaries or
(509) 755-2489. Phone calls are answered Monday-Friday between 7 a.m. and 6 p.m. (excluding some
holidays) or customers can email staff 24 hours a day at ubill@spokanecity.org.

We appreciate your patience and business during this transition!



mailto:ubill@spokanecity.org

