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Service Resources in the City of Oak Grove
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The following contact numbers are provided to you in an effort to
facilitate the identification of various services within the City of
Oak Grove. The City of Oak Grove is not affiliated with these
entities (with the exception of city entities) and therefore does not
and cannot endorse one service provider over another.

NAME

SERVICE PROVIDED

CONTACT NUMBER

Chamber of Commerce

Business Organization

(816) 690-4147

Community Services League

Business Non-Profit Agency

(816) 690-8213

Comcast-Xfinity Cable and Broadband (816) 596-5371
Comcast Business Cable and Broadband (816) 510-4618
Evergy Electric Company (816) 471-5275
Spire Gas Company (816) 756-5252
. Centurylink Telephone and Broadband (800) 786-6272
AAA Disposal Waste Disposal (816) 650-3180

Burns Trash Service

Waste Disposal

(816) 295-7771

GFL Environmental

Waste Disposal

(816-380-5595

Early Childhood Center Education (816) 690-3762
Oak Grove Primary School Education (816) 690-8770
Oak Grove Elementary School | Education (816) 690-4153
Oak Grove Middle School | Education (816) 690-4154
Oak Grove High School Education (816) 690-4152
Oak Grove Bus Barn Education/Transportation (816) 690-3813
Oak Grove Superintendent Education Administration (816) 690-4156
Oak Grove City Hall Water Department (816) 690-3773 x 1002

Oak Grove Senior Center

Senior Services
Meals on Wheels

(816) 690-3773 x 1205
(816) 690-4003 x 4

Oak Grove Parks & Rec

Parks & Recreation Programs

(816) 690-3773 x 1207

Oak Grove Aquatic Center

Swimming Pool

(816) 690-3773 x 1204

Oak Grove Animal Control

Pet Licenses

(816) 690-3773 x 1006

Oak Grove Animal Clinic

Veterinary Clinic

(816) 690-4131

Oak Grove Police Department

Police Services
Non-emergency
Jackson County Dispatch

911 — Emergency

(816) 690-3773 ext. 1100
(816) 524-4600 Dispatch

Oak Grove Post Office

Postal Mail Service

(816) 690-3500

Sni Valley Fire Department

Fire Department

(816) 690-6990

Oak Grove Missouri@cityofoakgrove




ANNOUNCING THE EASIEST WAY
TO PAY YOUR BILL

Our new online bill pay option saves you
time and gives you more flexibility in how
you pay your bill.

If you have an Internet connection and an email
address, you can now pay your bill online. You are
also able to “opt in” to paperless billing and receive
an email notification when your bill is ready to view.
It's fast, it’s easy, and you no longer have to write a
check each month or find a stamp when it’s time to
send in your payment.

HOW IT WORKS

We have partnered with Xpress Bill Pay, the premier
provider for online bill payment.

When you sign up for online bill payment you'll create a
secure password that you use to access your personal
account at www.xpressbillpay.com. Every month we’ll send
you a reminder email to let you know when your billis online.

Then, just log in through your Web browser or the Xpress Bill
Pay Mobile App and view your bill. Select a payment type —
credit card, debit card, or electronic funds transfer — enter
the information, and you’re done! It's that easy, and it only.
takes you a few minutes each month.

We're offering this service at the request of customers like
you. Sign up today to see why so many people consider this
method as the best way to pay their bills.

ONLINE BILL PAYMENT FACTS

¢ To sign up for online bill payment, go to
www.xpressbillpay.com

* You can pay your bills with a credit or debit card, or you
can transfer funds directly from your checking account.

* You can pay your bill from anywhere. Customers outside
the U.S. can contact our Payment Center anytime to make
a payment or to set up an Auto Pay.

+ After you complete the transaction, you can receive an
email receipt to confirm the payment went through.

* You can view up to a year's history of your account online,
SO you can compare your current bill to a year ago.

« If you'd like, you can select the Auto Pay option and your
bill will be paid automatically each month.

Logh to Pay Your
15 Onling

THE TRUSTED WAY TO PAY

WHAT TO DO NEXT

1. Go to www.xpressbillpay.com

2. Click on the “Sign Up” button on the top of the home
screen. Fill in the email and password fields, then click in
the “I'm not a robot” box and follow the prompts.

3. Complete the short registration form and click “Next.”

4. Go to your inbox and open the verification email then
click “Verify Email”. Then select “Continue” to log in.

5. Select your billing organization and follow the prompts
for linking your bill.

6. Once your bill is added to your account, you can add
another bill, view and pay your bill online, or setup a
recurring auto payment schedule.

AND THERE’S MORE!

Although we encourage creating an account to get the most
out of this new service, Xpress Bill Pay does offer Guest
Checkout for those that are not yet wanting to set up an
account.

To make a phone payment with a live operator,

call 1-385-218-0343. This service is available in English and
Spanish.

Xpress BILL PAY

www.xpressbillpay.com



Xpress

BILL PAY

Instructions for First Time Users

STEP 1: Go to www.xpressbillpay.com

You probably arrived here via a link from your
billing organization’s website. Perhaps you are
here because you received a mailer with your bill
informing you that this new service is available to
facilitate the payment of a bill online.

Whatever the reason, this instruction set is designed
to help you create a secure login, link a bill for

Xpress BILL PAY

ABOUT US SECURITY CONTACTUS FAQ

—

THE TRUSTED WAY TO PAY

S Password

display each time you log in, and walk you through
the payment process. Other features are available,
including Auto Pay, bill history, payment history,
etc. These additional features are covered in other
documents.

Let’s begin at our home page by selecting the “SIGN
UP” button at the top of the screen or “Create a New
Account” from the login box.

1

MERCHANT LOGIN

FOR MERCHANTS

S \
- &2 = Lt o

Login to Pay Your
Bills Online

EMAIL ADDRESS
Email Address

PASSWORD

Forgot Password

Create a New Account

Create a New Account

CONTINUE TO STEP 2
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Instructions for First Time Users

STEP 2: Set Up New Account Information

Fill in the email address and password fields and click “NEXT.”
Certain browsers require verification that you are not a robot. If
your browser requires this, an “I'm not a robot” step will show

here as well.

Xpress BILL PAY

“THE TRUSTED WAY TO PAY

SECURITY CONTACTUS FAQ FOR MERCHANTS

’
-

a

THE TRUSTED
WAY.TO PAY

ACCOUNT TYPE

.+ does not contaln any spaces

XRIEeS

MERCHANT LOGIN  USER LOGIN

-~

NEW TO XPRESS BILL PAY?

Create an Account to Pay
Your Bills Online

EMAIL
jondoew@gmail.com

CREATE A PASSWORD

Please enter a password that:

+ Is at least 7 characters long

+ contains at least one alpha character
+ contains at least one number

* s less than 30 characters long

Fe |

reCAPTCHA
Prvacy - Terms

Already a Member? [ & e mats)
NEXT
LOGIN — G

\/ I'm not a robot

| Parsonal v
John D;xe
. : . . 3 5 (IVZ‘Z;») 456-7891 12.7; Any Street
Fill in the form with all of the required information.
Read the Terms and Conditions and the Privacy Ao pum— v

Policy. Select the box indicating that you have read

2PPOSTAL CODE

and agree to the terms and conditions and privacy 85253
policy. When completed, select “NEXT.”

)

Terms and Conditions:

Please read the Terms & Conditions and Privacy Policy. They contain important
information concerning the privacy and security of your information. You must agree
to the Terms & Conditions and Privacy Policy to continue.

' I have read and agree to the Terms & Conditions and Privacy Policy

CONTINUE TO STEP 3
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Instructions for First Time Users Xpl’eSS
BILL PAY

STEP 3: Secure Verification

Next, you will need to verify your email address. Please log into your email account and
open the email with the following subject line, “Verify email address for Xpress Bill Pay”
from noreply@xpressbillpay.com.

JUST ONE MORE STEP.. Xpress BILL PAY
Please verify your email address so you can sign in if you ever forget
your password. We've sent a confirmation email to: Verify Email Address

jondoe@gmail.com Edit %

If you registered for an Xpress Bill Pay account using your email address of

jondoe@gmail.com, continue below to enable your account.
If you have not received it, you can resend the confirmation emall

If you did not register for an account, please disregard this email.

Verify email.

After opening the email, click the
“Verify Email” button.

xpress B l |._ L PAY MERCHANT LOGIN  USER LOGIN

ABOUT US SECURITY CONTACTUS FAQ FOR MERCHANTS

~
-—

— A .y [+

Login to Pay Your
| Bills Online

‘4 THE T‘RUSTED WAY\TOPAY .> . Success!

Your email address

5 : " has been verified. -
v, - > ‘
'_,. o :i“‘j

After clicking the “Verify Email” button, you will be automatically redirected to the screen above.
Please click “CONTINUE” to log in to your new Xpress Bill Pay account.

CONTINUE TO STEP 4
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Instructions for First Time Users

STEP 4: Receive Text Messages

After your email address is verified, you will see a
pop-up window titled “Receive Text Messages.”

If you would like to start receiving text messages
regarding your account, please enter in your mobile
number and select “Save Mobile Number.” By
opting in, you will receive messages regarding your
statements, payments, and Auto Pays (if applicable),

A

Receive Text Messages

To start receiving text message notifications, enter your mobile number
below. Standard message and data rates may apply.

Mobile Number: (123) 456-789q]

Never Ask Me Again Remind Me Later Save Mobile Number

as an additional option along with email notifications. 4
You can edit your notification preferences in your
Account Settings.
STEP 5: Locate Billing Organization
Xpress Bill Pay allows you to view and pay multiple
bills to multiple billing organizations with an easy-to-
use interface. In order to do so, you will need to link
each bill to the Xpress Bill Pay login you just created.
The following steps will need to be repeated for
each bill you’d like to view and pay online.
Add New Account Steplof 3
Find your billing organization:
City of Anytown ] ‘
City of Anytown
Anytown, AZ
Once you see your
organization, select
to continue. Select your city or billing organization from

the list of organizations on the page.

If your organization is not listed, type the
name in the field below “Find your billing
organization” and

select “Search.”

CONTINUE TO STEP 5
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Instructions for First Time Users Xpl"eSS
BILL PAY

STEP 6: Locate Account

Enter the requested information on the “Add New Account” screen. You are
required to enter your billing account number and the last name or business name

exactly as it appears on the bill that you have previously received. Then, select
“Locate Account.”

% Add New Account Step2of §

Enter the following information as it appears on your City of Anytown bill:

Bill Type & Utility

Account Number | 122456
: Enter Information
Last Name or Business Name | Doo
| cmaek | Locate Account Locate Account

When the account is located, the information concerning the account is displayed.
Please verify that your information is correct.

If you would like to
opt in for paperless

ADD ACCOUNT ACCOUNTS AUTO PAYS XPRESS WALLET HISTORY S
NR—— billing, check the
box labeled “Opt in

Add New Account Step 3of 3 for Paperless 3 By
Utility Account # 12345 for City of Anytown Checking thiS bOX, yOU
BILLING ADDRESS SERVICE ADDRESS i i
DOE, JON 123 ANY STREET Verify information will not receive paper
123 ANY STREET ANYTOWN, AZ 85253 H H
B s statements via mail.

Paperless Option Opt In for Paperless
\E—} Add Account

If the account
information matches,

Add New Account Step3of 3 select “Add Account.”
Utility Account # 12345 for City of Anytown If the aC(;OUnt
u information does not
This account already has a payer You can add yourself as an additional payer or take over payments from the previous owner.
match, select “Back.”
Enter the following information to verify the account T
Service street address as it appears on the current bill

Enter street addre

Amount due on the current bl

Enter amount due

The existing payer will be notified that you are being added as a payer on this account.

If the account already has a payer, (or in other words, if another Xpress Bill Pay

user is linked to the same billing account you are attempting to add) the following
window will appear. This typically happens in a landlord/tenant relationship, or if the
previous owner did not unlink the account. You can either take over the payment, or
add yourself as a payet. In both scenarios, the previous payer will be notified. If you
are unsure how to proceed, please contact your billing organization or landlord.

CONTINUE TO STEP 6

N2
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Instructions for First Time Users

STEP 7: Manage Accounts

You have now successfully linked your first account to your new login. If you would like to set
up an Auto Pay for this account at this time, select “Set up Auto Pay” and follow the step-by-
step interface. If not, click, “Not Now,” and you will be taken to your main account page. You
will always be able to set up an Auto Pay at a later time. If you would like to link additional bills
to your Xpress Bill Pay login, simply click the “ADD ACCOUNT?” option and repeat Steps 5-7
for each additional bill you'd like to add. As you add more accounts, they will all be listed on
your “ACCOUNTS” page.

d

ADD ACCOUNT ACCOUNTS AUTO PAYS XPRESS WALLET HISTORY
Add New Account Step 3of 3

YOU HAVE SUCCESSFULLY ADDED YOUR ACCOUNT!
Now that Utility Account # 12345 for City of Anytown has been added, would you like to set up auto pay now?

Xpress

BILL PAY

PR Set up
Not Now Set up Aulo Pay
[ setup AutoPay A

Xpress BILL PAY

ADD ACCOUNT ACCOUNIS AUTO PAYS XPRESS WALLET HISTORY

City of Anytown AutoPay oy [/ Fat

789 City Hall Street ===
Anytown, AZ 85253 ) Paperless (01N

(987) 654-3210
utilities & anytown-az.gov
Monday - Friday 7 am - 6 pm

(w

Remove Account
Have your bill paid automatica’y each month with Xpress Bill Pay's hass'e free Auto Pay fedture.
Billing Address Service Address Account Information Sk
DOE, JON 123 ANY STREET Account Numbar. 12345
123 ANY STREET ANYTOWN, AZ 85253 B sy
ANYTOWN, AZ 85253
Dua Dato vies2021
Solect Biting Period 12/15/2020~
Descriplion Read Date Prev Reading Present Reading Total Usage .
EL 12/8/2020 1455 51,702 246 Amount Due:
WA 12/8/2020 9%0 99 1000
$68.03
MAKE A PAYMENT $68.03
Past due balances are due immedately upon receipt of your statement. Accounts with unpaid past due balances are tubject to late fees and Pay custom amount
deconnact'on If services are disconnacted, your account must be pald in ful plus an applicable reconnaction fea for your services to ba restored
Total Charges
FLFCTRICITY $2188
WATER 41066
SEWER s1218
|
GARRAGF | $730

The image above shows the online representation of your bill. To begin
paying your bill, select, “MAKE A PAYMENT?” and you will be taken through
the cart checkout process.

Make a
Payment

CONTINUE TO STEP 7
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Instructions for First Time Users Xpl’eSS

BILL PAY

STEP 8: Cart Checkout

If this is the only bill you would like to pay, select “Proceed to

Checkout. If there are additional bills you wish to pay, select “Add

More Bills to the Cart.”

« Back to Bills If you wish to schedule a

Bill Cart one-time payment for a future

o date, select a date, and then
Gityiot Anvtown T select, “Proceed to Checkout.”
Utiity 12345 1/10/2021 68.03
$68.03

$6803

g

® SCHEDULE PAYMENT ON
’ Select a
Proceed To Checkout Proceed to Checkout Dec 31,2020 Date

When you select “Proceed to Checkout,” you will be able to choose R e
which type of payment method you wish to use. You can pay using

an electronic funds transfer from a checking or savings account, or

using a credit/debit card. Note: Payment Method options may vary

depending on which methods your billing organization accepts.

« Back to Cart
Checkout

Accepted Pay Method(s)

o) B (& o, 20

Select Pay Method

Select Pay Method Payment Amount:

$68.03

Select Pay Method G

ease select a pay method

| Review and Confirm

Receipt Options

Email | | jondoc agmail com

+ Add Now Email

CONTINUE TO STEP 8
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Instructions for First Time Users

STEP 9: Cart Checkout: Payment Methods

After selecting “Add Payment Method” from
the “Select Pay Method” drop-down, enter the
information for each field.

BANK ACCOUNT

Checkout
Payment Ameunt.

$6803

Becuctnd g V)
ad B =~ @l

Select Pay Method

Add New Payment Method ==

Review and
Confirm

Biling Information

Contact Information

Payment Amount:
D Security °
Standards Counail $68.03

If you select to pay with a checking bank account,
please be certain to enter the routing number
from a check.

Xpress

BILL PAY

CREDIT/DEBIT CARD

Checkout

Payment Amaunt:

$6803

Recreted Pay rereas)
S s -3l

Select Pay Method

Add New Payment Method ==

Review and
Confirm

Buling Information
Contact information

Payment Amount.
. Security .
Standards Councl $6803

When paying with a credit or debit card, please
be certain to verify the billing address.

Once all of the fields are completed, select “Confirm.”

When you add an email under the “Contact Information,” please note that a copy of
your receipt will be sent to that email once your transaction is complete.

CONTINUE TO STEP 9
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Instructions for First Time Users

STEP 10: REVIEW & CONFIRM

Once your payment method has been selected
and all fields are completed, select “Review and
Confirm.”

Review the entered information, and if all is correct,
select “Submit Payment.” If you need to edit some
information, select, “Back to Checkout” in the top
left-hand corner.

STEP 11: : PAYMENT RECEIPT

With a successful payment, a green “SUCCESS!”
message will display. If the payment is unsuccessful
for any reason, you will receive a message stating
why the payment was unsuccessful. You may print
or download the receipt for your records by clicking
the printer or download images in the upper right
hand corner. You may also select “Back to Home” to
be returned to the “ACCOUNTS” screen, or you can
select “Pay Another Bill.”

9

Xpress
BILL PAY
wimen I
Payment Amount:
$68.03
Review and Ccmﬂrm
Review & Confirm
Statement Tota! $6803
—

Biling Contact Information Payment Detals Edt

Rece'pt Options Edt

Fmat Jerdaegma teon

ABOUTUS  SICURITY  O83 FAQ  CONIACTUS  PRIVACIFOUSY  FOR MERCHANTS

« Back to Home &— =P

SUCCESS!

Your payment has been submitted.
Here is your receipt.

12/23/2020 1:19 PM
JON DOE
Confirmation Number: 91445299

Item Amount

City of Anytown
Account Number: 12345 $68.03
Transaction Number: 139357056XA

Total $68.03

Pay Method ANY BANK NA*****4321

An email receipt was sent to jondoe@gmail.com.

Pay Another Bill %



Pay your utility bills using the
mobile app from Xpress Bill Pay!

Now available for both iPhone and Android.

Looking for another fast and convenient way to pay your utility bills? Xpress
Our new and improved app is now available for download from the BILL PAY
Google Play and App Stores.

o e R Y

Enhanced 344 (-} © O UEd 0 88%
¢ You can now view more billing
Accounts details such as account number,
S ‘ service address, due date, billing i
Account Number: 01023.456.78 period end date, and breakdown of
Address: 123N 456 W ST your charges YLl e
* New and improved interface
Due Date: 08/26/2020 GREEN FatGresh
Bill Type: Utility . Address, City #1. Stat
Simple
Paperless . . .
+ Pay your utility bills quickly and 2y vinchy
Hill City Se.CU"ely . G R S
Account Number: 0910112131 ¢ View your billing and payment
Address: 78 N 910 W BLVD history NS cnyomonh s
Due Date: 07/20/2020  Sign up for Paperless Billing and
Bill Type: Utility receive notifications via email S e
. e * Manage your Auto Pay settings *l“;? Aekress, City #, State, 2p code
own o ak free . .
Account Number: 0910112131 ® Update your payment Informatlon
SunCity
Address: NMNN2IWBLVD o Address, City #1.
Beneficial
e + Authorized by your billing woaion Woodsgrove Vilage
Bill Type: Utilit N 1 Address, City #1, State, Zip
! ”,,y( organization
poorey - €@ « Pay with your credit or debit card or I Al 2O
Paperless @) bank account
o Q E % » 24/7 access - Manage your account

Accounts

anytime, anywhere
« Never miss a payment again with
Auto Pay
A Updated iPhone version Now available for Android A
Free to Download
e Go to the App or Google Play

. iPhone Store and search “Xpress Bill Pay” xbore | Android
X%{?S@ E Find this icon on to download the free app to your p|3||_|_ PAY| Find this icon on

| £ Available on the deV|Ce l

N App Store ) P Google Play

For quick download, scan QR code



Now you can pay your bill by text!

After you get a text notification,
simply reply “PAY” and your bill
is paid in fulll

SET IT UP TODAY!

1. Log in to your Xpress Bill Pay
account, choose the “Pay by Text"
option in the upper right-hand corner
of your ebill display, and select which
payment method you'd like to use.

2. After choosing your payment method
and clicking “Save Changes,” you
will receive a text confirming your
enrollment in Pay by Text.

3. When your next ebill becomes
available, you will receive a text with
the total amount due and the date
due.

4.Simply reply “PAY” to pay the full
amount due.

Please note: Pay by Text will only pay
the full balance due. To pay a partial
balance, log in to your Xpress Bill Pay
account.

5. Your payment will be processed
immediately and you will receive a
“SUCCESS.”

CITY OF

0AK

Sunt

MISS

Congratulations, you are
now enrolled in Pay by Text
for account 035586000

with City of Oak Grove

City of Oak Grove
Acct #: 035586000

Due: 7/31/2022

Total: $74.56

Reply “PAY" to pay your
bill

Reply “Help"” for available
commands

www.xpressbillpay.com

City of Oak Grove
SUCCESS

Acct #: 035586000
Date: 7/13/2022
Amount: $74.56
Pay Method: Bank
****3456
Confirmation #: 19231826

www.xoressbillpay.com

XPress BILL PAY

xpressbillpay.com



Important Facts about your water and sewer service...
Summarization of The Cily of Oak Grove Code of Ordinances, Chapler 7, Section 700.188

The following critical information is provided to help you understand the City of Oak Grove's various water
and sewer policies. Please note that the below information is in summary format. Full details on these
policies can be found in The City of Oak Grove Code of Ordinances, Chapter 7, Section 700.185. |f you
wish to view the specified Ordinance, please feel free to request a copy in ils entirety at the City Clerk’s
Office, City Hall, 2110 South Broadway by submitting our standard request form for public information.

Uniform Terms of Payment Policy

—_

Manthly utility bills will be provided to you at or near the middle of each month.

2. You will have the first ten (10) calendar days of the month to submit payment for utility services
rendered withotit a penalty charge. The period of the billing date through the tenth (10th) day is
called the standard billing period.

3. Apenalty charge of ten percent (10%) shall he applied to all accounts that are paid after the
expiration of the standard billing period each month. The period beginning with the eleventh (11th)

calendar day of the month thiough the twenty-third (23rd) day shall be known as the Jate billing
period,

4, Utility bills not paid in full by the twenty-third (23rd) calendar day of month are deemed delinquent,
5. The due date on a utility bill applies to current charges only and does not extend or otherwise alter
any previous due date, notice, or agreement regarding past due charges for delinquent utility
service.
Delinquency Policy

1, All utility bills and current utility service Charges not paid in fuil by the twenty-third (23rd) calendar
day of the month are deemed delinguent and shall be subject to Discontinuance of Utility Service.

2. Allinformation concerning final notice and service termination will be provided on the utility bill.
3. Finalnotices and shut-off notices will not be provided under a separate malling.

4. Deposits required by the department in accordance with this Chapter, if ariy, may be applied
against a delinquent bill and any other arrears due by you at the discretion of the City.

Discontinuance of Utility Service Policy

1, Utility service may be discontinued by the department after five (5) days' notice for any of the
following reasons:

a. Non-payment of any utility bill due and owing;

b, Willful or indifferent waste of water due to any cause;
c. Willful or indifferent waste of water entering the building sewer due to any cause;

d. FailOre to protect and maintain the service pipe or fixtures or plumbing fixtures and drainage
system on the customet's property in a condition satisfactory to the department;

e. Molesting or tampering, by the customer or by others with the knowledge of the customer, with
any meter, connection, service pipe, curb cock, seal or any other appliances controlling or
regulating the customer's water supply;

f. Moles‘ting or tampering, by-the customer or by others with the knowledge of the customer, with
any meter, meter seal, drainage system, piping or any other device controlling or regulating the
customer's sewage flow;

g. Failure to provide the department’s employees free and reasonable access to the premises
served, or for obstructing the way of ingress to the meter or other appliances controlling or
regulating the customer's water supply or sewage flow;

Page 1 of§
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h.  Violation of any rule or regulation of the department.

A shut off/service disconnection fee shall be imposed In the amount of twenty-five dollars ($25.00)
to cover the administrative costs of the City for this action. Should it be necessary for the City to
take actlon to discontinue utility service at a premises outside of requiar business hours, the City
may impose additional fees to cover the Increased administrative costs of this action.

All services that are delinquent by the shut-off date will be terminaled unless written payment
arrangements have been prepared, accepted and filed in the’ Utility Billing Office

‘Restoration of Utility Service After Discontinuance

1.

When the utility service to a customer has been discontinued for any of the above reasons, it will be
renewed only after the conditions, circumstances or-practices, which caused the utility service to be
discontinued, are corrected to the satisfaction of the department and upon payment of all charges
due and payable by the customer in accordance with this Chapter and the effective schedule of
rates. :

A fee of twenty-five dollars ($25.00) will be made for turning on the water and/or reestablishing the
utility sarvices fo the account during reqular business hours (Monday — Friday 8AM to 5PM).

Any request for service reconnection after the close of regular business hours of the utility service
crew, will be assessed the thirty-five dollar ($35.00) on/oif fee and an additlonal after-hours
reconnection surcharge amounting to the total overtime cost of the employee(s) called out fo
reestablish utility service, After-hours reconnection is not guaranteed and is further subject to the
availability of appropriate utility personnel.

All amounts that are delinquént as well as all on/off and reconnection surcharge fees must be paid
in full by cash, money order, or cettified check only, before utility service will be reconnected.

The City reserves the right to refuse to provide or reestablish utility service for individuals who
exhibit a history of chronic definquency with the City. Chronic delinquency is defined as having
service terminated more than ftwo (2) fimes in a calendar year; and/or placement of account o
delinquency status for three (3) or more consecutive months; and/or having written two (2) or more
checks returned for insufficient funds for delinguent utility services in the past twelve (12) months.

Disputed Utility Bill Policy,

1.

When disputing a utility bill, the following terms of payment apply:

a. Allutility service chérges must be paid in accordance with the Uniform Terms of Payment
and Collection for Water and Sewer Utility Service Charges in order to avoid service
disconnection for nonpayment.

b. All charges for utilities must continue to be paid while the disputed bill process is pending.

c. Upon completion of the disputed bill procedure, if adjustment of the bill is warranted, the
customer will receive either a credit (refund of charges collected by the City) or debit
(charge for charges not yet collected by the City) to their respective utility account based
on the terms of the resolution of the disputed bill.

2. Ifa customer disputes a utility bill, one or more of the following options must be pursued in
order to remedy the dispute:

a. Requesta meeting with the City Administrator and/or his or her designee in order to

discuss the reason(s) for disputing the bill and to determine the appropriate course of
corrective action.

b. Request that the meter be tested.
1) If the meter is tested and found to be inaccurately registering utility

consumption, the department shall replace the meter and shall adjust the utility
bill amount due by calculating consumption for the billing period in question
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based on average usage for the twelve (12) months preceding the disputed
period; all of these services will be provided at no cost to the customer, Any
retroactive billing adjustments shall not be for more than ninety (80) days prior
to the originating date of the dispute.

2) If the meteris tested and found to register within the tolerance limits, as
defined by the relevantindustry standard meter spedifications, the customer is
charged sixty dollars ($60.00) for each meter tested, Based upon the meter
test reports, neither the City Administrator nor the department can further
recommend adjustment of the given disputed bill, If other sufficient evidence of
mitigating effects on the metering or billing process is provided, a hearing
concerning the disputed bill shall be set before the Board of Appeals.

¢. Request a hearing before the Board of Appeals, as established and governed by the
appropriate City ordinance, provided that the disputed bill contains consumption/usage
that is more than one hundred fifty-percent (150%) of the average usage during the
immediately preceding twelve (12) months.

1) For example: a customer account’s average bills indicate water consumption of
4,000 galions/month, the disputed bill in question indicates usage of 7,000
gallons/month. As a result of 7,000 galions/month exceeding 150% (6,000
gallons/month) of the 4,000 gallons/month average, the customer may request
a hearing. '

2) In the event a twelve (12) month history is né)t available, the usage must
exceed the respective industry standard average by fifty percent (50%) or
more.

a) All requests for hearings must octur within ten (10) regular business
days (Monday — Friday 8AM to 5PM) of receipt of the bill.

b) Special Circumstance Hearings may be heard before the Board of
Appeals for situations and accounts not meeting the minimum qualifying
standards as established above. Such Special Circumstance Hearings
will be determined on a case-by-case basis as deemed necessary by
the City Administrator or his or her appointed designee.

c) Customers will be limited to no more than one (1) Special Gircumstance
Hearing in any given calendar year,

3. All determinations resulting from the processes listed abave shall be final and binding upon the
City and the customer.

Payment Arrangement Policy

1.

All current utility service charges must be paid in full by the twenty -third (23rd) calendar day of the
current billing month as defined in Uniform Terms of Payment and Collection for Water and Sewer
Utility Service Charges.

Customers who are unable to meet their financial obligation for utility services rendered due to
temporary circumstances are encouraged to seek appropriate financial Institution or social service
agency assistance in order to meet the requirements of their utility charges for the current period in
order to avoid the delinquency deadiine and service termination/shut-off proceedings. Temporary
circumstances may include, but are not limited to: unemployment, a death in the immediate _family,
the customer's extended illness, or abnormally high medical expenses.

The City may, at its sole discretion, enterinto a written payment arrangement with the customer,
provided that the customer can make a showing of financial need and prove that he or she has
mads a qood faith attempt to obtain assistance from a bona-fide social service agency or financial
institution and that assistance was_denied or otherwise unavailable, The City Administrator, or his
or her designee, may require any customer seeking to enter into a payment arrangement to verify,
by affidavit, the customer's financial need and/or good faith attempt to obtain other assistance,
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4. Customers must provide written evidence and the City must verify by the twenty-third (23rd) day of
the current billing month that arrangements have heen made between the customer and a bona-fide
social service agency or financial instifution or that a payment arrangement has been executed with

the City to meet the complete financiaf obligation of all current and any delinquent utility service
charges.

5. Upon receipt of the written evidence and verification of payment assistance by the Ultility Billing
Office, the City shall extend the shut-off date for the given Individual by an additional twenty (20)

calendar days. Individuals may seek no more than two (2) payment assistance payment extensions
in a calendar year.

6. No extensions will be granted hased on personal credit or promises to pay by individual utility
customers unless the arrangements are pald in full in cash by the final collection date of the current
billing period (l.e. the twentleth (20th) calendar day of the current billing month). .

All payment assistance payment extensions must be submitted in writing, signed by the customer, a
representative of the bona fide social service agency or financial institution providing assistance fo

the customer, if applicable, and the City Administrator or his or her desianee and filed with the Utility
Billing Office, . ._

8. Failure of the social service agency or financial institution to remit payment within twenty (20)
calendar days will subject the customer to proceedings under Discontinuance of Utility Service.

9. Ifthe social service agency or financial institution cannot guarantee payment in full within the
twenty-day (20) time limit, wriften notice from the institution must accompany the application for
payment assistance payment extension and explicitly state when payment will be remitted to the
City.

10. The City shall maintain and provide, upon request by the customer, a list of social service agencies
and financial institutions for customers to contact if payment assistance is needed.

11. Utility services that have already been disconnected for non-payment are not eligible for payment
extensions. All charges assoclated with sald accounts must be pald in full in cash prior to service
reestablishment. ‘

12. Payment arrangements are limited only to temporary circumstances and, therefore, are limited to
two (2) requests per calendar year.

13. Continuing requests for payment arrangements will not be accepted, Once payment arrangement
options as established above are exhausted, service termination for non-payment/shut off
procedures shall result.

14. The City reserves the right at any time to extend payment arrangements and/or collect payment
through any recognized industry which specializes in debt collection management services.

In closing, please note that payment arrangements are authorized only as a last resort; limited exclusively to
two (2) specific conditions: '

1. Emergency situations affecting the health and/or welfare of the customer where a medical condition
might be caused or affected by a lack of utility service. ’

2. Refusal of a bona-fide social service agency orfinancial institution to provide assistance or relief for
© utility service. Some examples of local social service agencies or financial Institutions are as

follows:
a. Commerce Bank
b. Bank of Jacomo
¢. Community Service League (CSL)
d. Salvation Army
e. Local Churches
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Finally, the Gity of Oak Grove's Utility Billing Office will require written documentation verifying that an official
request for assistance was submitted by you and subsequently accepted or declined. Once the above
documentation is submitted and filed with the Utility Billing Office, the Utility Billing Office can, if deemed
necessary, approve a written payment arrangement with you for the current billing cycle. A payment
arrangement must be filed and signed by both the Utility Biling Office and the customer involved to be
binding on the City.

Contact Information:
City Hall .
2110 South Broadway
Qak Grove, MO 64075

(816) 690-3773
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