The City of Rock Falls
PROCEDURES MANUAL
GOVERNING UTILITY SERVICE

Adopted by the Electric Committee on June 28, 2013
Last Amended on April 25, 2017May 29,2019

General Procedures Governing Utility Service
City of Rock Falls, Illinois
Approved/June 28, 2013

Contents
Preamble ......................................................................................................................................... 5
Section I - Definitions ..................................................................................................................... 5
Section II. - Information Available to Customers - Privacy Policy ................................................ 8
A.

In General ......................................................................................................................... 8

B. The Information We Collect, How We Collect It and How We Use It ................................. 8
1.

Information We Collect ................................................................................................ 8

2.

How We Collect the Information ................................................................................. 8

3.

How We Use It ............................................................................................................. 8

C.

Information Sharing ......................................................................................................... 8

Section III. - Identity Theft Prevention Program (Red Flag Rule) ............................................... 10
B.

Identification of Relevant Red Flags .............................................................................. 10
1.

Notifications and Warnings from Credit Reporting Agencies ................................... 10

2.

Suspicious Documents ................................................................................................ 10

3.

Suspicious Personal Identifying Information ............................................................. 11

4.

Suspicious Account Activity or Unusual Use of Account ......................................... 11

5.

Alerts from Others ...................................................................................................... 11

C.

Detection of Red Flags ................................................................................................... 12
1.

New Accounts............................................................................................................. 12

2.

Existing Accounts ....................................................................................................... 12

D.

Response to Suspected Identity Theft ............................................................................ 12

E.

Updating the Program .................................................................................................... 13

F. Administration of the Program .......................................................................................... 13
G.

Oversight of the Program ............................................................................................... 13
1.

Oversight of the Program shall include: ................................................................... 13

2.

Reports shall be prepared as follows: ........................................................................ 13

H.
I.

Oversight of Service Provider Arrangements ................................................................ 14
Duties Regarding Address Discrepancies .......................................................................... 14

Section IV. - New Accounts – In General .................................................................................... 15
A.

Rental Property (Residential, Commercial or Industrial)............................................... 15
1.

Landlord - Current Account ....................................................................................... 15

2.

Landlord - Delinquent Account .................................................................................. 15

Page 2 of 41

General Procedures Governing Utility Service
City of Rock Falls, Illinois
Approved/June 28, 2013
B.

Residential ...................................................................................................................... 15
1.

Current customers relocating in the RFU service area. .............................................. 15

2.

New customers in the RFU service area. .................................................................... 16

C.

Commercial ................................................................................................................... 17

1. Current commercial customers relocating in the RFU service area. ................................. 17
2.

New customers moving into the RFU service area. ................................................... 17

Section V. - New Account Deposit ............................................................................................... 19
A.

Residential Deposit ........................................................................................................ 19

B.

Commercial Deposit ....................................................................................................... 20
1.

Office and Small Retail Business ............................................................................... 20

2.

Food or Beverage Establishments and Medium or Large Retail Business ................. 20

C.

General Services-peak annual demand of 35 kilowatts .............................................. 20

D.

Banking & Financial Institutions ................................................................................... 21

D.

Blanket ........................................................................................................................... 21

E.

Refunds........................................................................................................................... 21

Section VI. - Security Deposit ...................................................................................................... 22
A.

In General ....................................................................................................................... 22

B.

Security Deposit Amount ............................................................................................... 22

C.

Refunds........................................................................................................................... 22

Section VII. - Billing..................................................................................................................... 23
A.

In General ....................................................................................................................... 23

B.

Billing Schedule ............................................................................................................. 23

Section VIII. - Late Payment Accounts & Account Dispute Resolution ...................................... 24
A.

In General ....................................................................................................................... 24

B.

Procedure to Dispute Termination or Rejection of Services .......................................... 24

C.

Dispute Decision Notification ........................................................................................ 26

Section IX. - Delinquent Account Payment Agreements ............................................................. 27
A.

In General ....................................................................................................................... 27

B.

Agreement Completion .................................................................................................. 27

Section X. - Utility Termination ................................................................................................... 28
A.

Notice of Termination of Utility Service – No Master Meter ........................................ 28

B.

Notice of Termination of Utility Service – Master Meter.............................................. 29

Page 3 of 41

General Procedures Governing Utility Service
City of Rock Falls, Illinois
Approved/June 28, 2013
C.

Hours and Conditions of Termination ............................................................................ 29

Section XI. – Schedule of Fees ..................................................................................................... 32
Section XII.- Collection of Delinquent Accounts ......................................................................... 32
A.

Rental Property............................................................................................................... 32

B.

Residential Home Owner, Commercial & Industrial Property ...................................... 33

Section XIII. - Residential Home Owner, Commercial & Industrial Property Liens ................... 35
A.

B.

In General ....................................................................................................................... 35
1.

Utility Charges Included in Lien ................................................................................ 35

2.

Administrative Fee ..................................................................................................... 35
Lien Procedure ............................................................................................................... 35

Section XIV. - Service Orders ...................................................................................................... 37
A.

In General ....................................................................................................................... 37

B.

After Hours or Emergency Service Orders .................................................................... 37

Section XV. – Forms..................................................................................................................... 39
Application for Service and Deposit Record/Tenant Authorization ......................................... 39
Application for Commercial Service ........................................................................................ 40
Page 2 of Application for Commercial Service ........................................................................ 40
Blanket Application & Record for Service ............................................................................... 41

Page 4 of 41

General Procedures Governing Utility Service
City of Rock Falls, Illinois
Approved/June 28, 2013

Preamble
Creation of Utility Office
It is hereby created a utility office to be located within the municipal building. Said utility office
shall have, among its duties, the preparation of and mailing of invoices and bills to customers of
the various utility services of the city, and the receipt and collection of amounts due for utility
services provided to customers of the city. There shall be a superintendent of the utility office to
who shall be appointed and designated by the mayor with the advisce and consent of city
council. The utility office shall be under the day to day supervision of a crew leader, to be
designated and named by the electric superintendent with the advice and consent of the mayor
and city council. The superintendent crew leader of the utility office shall be charged with the
carrying out of the duties assigned by the city administrator, mayor and city council this section
and by the city council from time to time, and the crew leader shall provide reports of the
activities of said office to the electric superintendent, city council. and mayor, city administrator,
city clerk and to the superintendent of each utility department of the city. The utility office shall
also perform such other duties as may from time to time be assigned by the city administrator
electric superintendent, mayor, and city council and utilities committee.
(Ord. No. 2000-1922, § 1, 2-3-00; Ord. No. 2008-2262, § 1, 1-15-08; Ord. No. 20132111, § 1, 6-18-2013; Ord. No. 2018-2359, § 1, 3-20-2018)
This Procedures Manual has been compiled for use as the guideline to the staff of the City of
Rock Falls Utility Office (RFU) in the execution of their duties to ensure that the RFU achieves
its customer service objectives. This manual reflects the commitment of the RFU to offer the
highest quality of service and customer care to its customers. It is the responsibility of each
employee to ensure that they are familiar with and adhere to the contents of this manual and that
they follow the procedures laid out in it. The standards, practices, procedures and specifications
contained in this manual are in accordance with the RFU’s ordinances, objectives and governing
policies.
All amendments, after acceptance by the City Council shall be promptly inserted into the manual
by the City Administrator, as the holder of the manual, who will be responsible for its
maintenance.

Section I - Definitions
The following definitions set forth standard interpretations of certain terms used in these policies
and procedures.
A.

RFU or Utility: The City of Rock Falls Utility.
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B.

Customer: Any person, firm or corporation whose application for service has been
accepted by the RFU.

C.

Service: The supply by the RFU of utility service(s) including any combination of water,
wastewater, electric or garbage to the customer including the readiness and availability of
service at the Customer’s service location whether or not utilized by the Customer.

D.

RFU Service Area: The area served by the RFU including that area outside the corporate
City Limits of Rock Falls receiving Rock Falls Electric Utility and/or fiber service.

E.

Service Location: The specific physical location where the point of delivery of the RFU
utility service is delivered.

F.

Deposit: A monetary amount required by RFU as surety prior to providing service to a
customer establishing a new account.

G.

Security Deposit: A monetary amount required by the RFU as surety to continue
providing service to an established customer who has been disconnected for nonpayment,
chronically delinquent or has tampered with utility equipment owned by the RFU.

H.

Service/Work Order: A document authorizing the completion of a specific task by
wastewater, water or electric personnel.

I.

Credit: The right granted by a creditor to a debtor to defer payment of debt or to incur
debts and defer its payment or to purchase property or services and defer payment
therefore.

J.

Creditor: Any person who regularly extends, renews, or continues credit; any person
who regularly arranges for the extension, renewal, or continuation of credit; or any
assignee of an original creditor who participates in the decision to extend, renew, or
continue credit.

K.

Identifying information: Any name or number that may be used, alone or in conjunction
with any other information, to identify a specific person, including: name, address,
telephone number, Social Security number, date of birth, government issued driver’s
license or identification number, alien registration number, government passport number,
employer or taxpayer identification number, unique electronic identification number,
computer’s Internet Protocol (IP) address, or routing code.

L.

Covered account:
1. An account that a creditor offers or maintains, primarily for personal, family, or
household purposes that involves or is designed to permit multiple payments or
transactions. Covered accounts include utility accounts; and
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2. Any other account that the creditor offers or maintains for which there is a reasonably
foreseeable risk to customers or to the safety and soundness of the creditor from
identity theft, including financial, operational, compliance, reputation or litigation
risks.
M.

Identity theft: Fraud committed or attempted using the identifying information of
another person without authority.

N.

Red flag: A pattern, practice or specific activity that indicates the possible existence of
identity theft.
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Section II. - Information Available to Customers - Privacy Policy
A.

In General - This Privacy Policy identifies and describes the way the City of Rock
Falls uses and protects the information we collect about Customer and Users. All use of the City
of Rock Falls Utility Services, as well as visits to our websites, are subject to this Privacy Policy.
B. The Information We Collect, How We Collect It and How We Use It
1.

2.

3.

C.

Information We Collect - We may collect different types of personal and other
information based on your use of our services and our business relationship with
you. Some examples include:
a.
Contact Information that allows us to communicate with you, including
your name, address, telephone number and email address.
b.
Billing Information related to your financial relationship with us,
including your payment data, credit history, credit card number, Social
Security number, Driver’s License or other identification, and service
history.
How We Collect the Information - We collect information in three (3) primary
ways:
a.
You give it to us when you sign up for utility service or interact with us
about your service;
b.
We collect it automatically when you visit our website or use our services;
c.
We obtain it from other sources, such as a credit agency or third party
collection agency.
How We Use It - We may use the information we collect in a variety of ways,
including to:
a.
Provide you with the best customer experience possible;
b.
Provide the services you require, and to respond to your questions;
c.
Communicate with you regarding your services;
d.
Deliver customized content regarding services we offer that may be of
interest to you;
e.
Address network integrity and security issues;
f.
Investigate, prevent or take action regarding illegal activities, violations of
ordinances and municipal codes

Information Sharing

The City of Rock Falls does not provide or sell Personal Information to companies for the
marketing of their own products and services. We may provide Personal Information to:
1.
Comply with court orders and other legal process;
2.
Assist with identity verification, and to prevent fraud and identity theft;
3.
Enforce our agreements and property rights;
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4.
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Obtain payment for services that appear on your City of Rock Falls utility billing
statements; including the transfer of delinquent accounts to third parties for
collection.
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Section III. - Identity Theft Prevention Program (Red Flag Rule)
The purpose of the program is to establish an Identity Theft Prevention Program designed to
detect, prevent and mitigate identity theft in connection with the opening of a covered account or
an existing covered account and to provide for continued administration of the Program in
compliance with Part 681 of Title 16 of the Code of Federal Regulations implementing Sections
114 and 315 of the Fair and Accurate Credit Transactions Act (FACTA) of 2003. The City of
Rock Falls has implemented the ONLINE Utility Exchange program for use at the time of
application for residential customers to verify the Social Security Number of the applicant is a
match to the name of the applicant.
A.

Program – In General

The City of Rock Falls establishes an Identity Theft Prevention Program to detect, prevent and
mitigate identity theft. The Program shall include reasonable policies and procedures to:
1. Identify relevant red flags for covered accounts it offers or maintains and incorporate
those red flags into the program;
2. Detect red flags that have been incorporated into the Program;
3. Respond appropriately to any red flags that are detected to prevent and mitigate
identity theft; and
4. Ensure the Program is updated periodically to reflect changes in risks to customers
and to the safety and soundness of the creditor from identity theft.
The program shall, as appropriate, incorporate existing policies and procedures that control
reasonably foreseeable risks.

B.

Identification of Relevant Red Flags

In order to identify relevant Red Flags, the locality considers the types of accounts that it offers
and maintains, the methods it provides to open its accounts, the methods it provides to access its
accounts and its previous experience with Identify Theft. The locality identifies the following
red flags, in each of the listed categories:
1.

Notifications and Warnings from Credit Reporting Agencies
a.
Report of fraud accompanying a credit report;
b.
Notice or report from a credit agency of a credit freeze on a customer or
applicant;
c.
Notice or report from a credit agency of an active duty alert for an
applicant; and
d.
Indication from a credit report of activity that is inconsistent with a
customer’s usual pattern or activity.

2.

Suspicious Documents
a.
Identification document or card that appears to be forged, altered or
inauthentic;
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b.

c.

d.

Identification document or card on which a person’s photograph or
physical description is not consistent with the person presenting the
document;
Other document with information that is not consistent with existing
customer information (such as if a person’s signature on a check appears
forged); and
Application for service that appears to have been altered or forged.

3.

Suspicious Personal Identifying Information
a.
Identifying information presented that is inconsistent with other
information the customer provides (example: inconsistent birth dates);
b.
Identifying information presented that is inconsistent with other sources of
information (for instance, an address not matching an address on the credit
report);
c.
Identifying information presented that is the same as information shown
on other applications that were found to be fraudulent;
d.
Identifying information presented that is consistent with fraudulent
activity (such as an invalid phone number or fictitious billing address);
e.
Social Security number presented that is the same as one given by another
customer;
f.
An address or phone number presented that is the same as that of another
person;
g.
A person fails to provide complete personal identifying information on an
application when reminded to do so; and
h.
A person’s identifying information is not consistent with the information
that is on file for the customer.

4.

Suspicious Account Activity or Unusual Use of Account
a.
Change of address for an account followed by a request to change the
account holder’s name;
b.
Payments stop on an otherwise consistently up-to-date account;
c.
Account used in a way that is not consistent with prior use (example: very
high activity);
d.
Mail sent to the account holder is repeatedly returned as undeliverable;
e.
Notice to the locality that a customer is not receiving mail sent by the
locality;
f.
Notice to the locality that an account has unauthorized activity:
g.
Breach in the locality’s computer system security; or
h.
Unauthorized access to or use of customer account information.

5.
Alerts from Others
Notice to the locality from a customer, identity theft victim, law enforcement or other person that
it has opened or is maintaining a fraudulent account for a person engaged in Identity Theft.
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C.

Detection of Red Flags

1.
New Accounts
In order to detect any of the Red Flags identified above associated with the opening of a new
account, the RFU personnel will take the following steps to obtain and verify the identity of the
person opening the account:
a.
Require certain identifying information such as name, date of birth,
residential or business address, principal place of business for an entity,
driver’s license or other identification;
b.
Verify the customer’s identity (for instance, review a driver’s license or
other identification card);
c.
Social security number(s) will be used to match the identity of the
individual through the ONLINE Utility Exchange program.
c.
Review documentation showing the existence of a business entity; and
d.
Independently contact the customer.
2.
Existing Accounts
In order to detect any of the Red Flags identified above for an existing account, the RFU
personnel will take the following steps to monitor transactions with an account:
a.
Verify the identification of customers through social security numbers if
they request information, whether in person, via telephone, via facsimile
or via e-mail;
b.
Verify the validity of requests to change billing addresses; and
c.
Verify changes in banking information given for billing and payment
purposes.

D.

Response to Suspected Identity Theft

In the event RFU personnel detect any identified Red Flags, such personnel shall take one or
more of the following steps, depending on the degree of risk posed by the Red Flag:
1.
Continue to monitor an account for evidence of Identify Theft;
2.
Contact the customer:
3.
Change any passwords or other security devices that permit access to accounts
4.
Not open a new account;
5.
Close an existing account;
6.
Reopen an account with a new number;
7.
Notify the Program Administrator for determination of the appropriate step(s) to
take;
8.
Notify law enforcement; or
9.
Determine that no response is warranted under the particular circumstances.
In order to further prevent the likelihood of identity theft occurring with respect to utility
accounts, the City of Rock Falls will take the following steps with respect to its internal
operating procedures to protect customer identifying information:
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E.

Ensure that its website is secure or provide clear notice that the website is not
secure;
Ensure complete and secure destruction of paper documents and computer files
containing customer information;
Ensure that the office computers are password protected and that computer
screens lock after a set period of time;
Keep offices clear of papers containing customer information;
Request only the last 4 digits of social security numbers (if any);
Ensure computer virus protection is up to date; and
Require and keep only the kinds of customer information that are necessary for
utility purposes.

Updating the Program

The Program shall be updated periodically to reflect changes in risks to customers or to the
safety and soundness of the organization from identity theft based on factors such as:
1.
The experiences of the organization with identity theft;
2.
Changes in methods of identity theft;
3.
Changes in methods to detect, prevent and mitigate identity theft;
4.
Changes in the types of accounts that the organization offers or maintains;
5.
Changes in the business arrangements of the organization, including mergers,
acquisitions, alliances, joint ventures and service provider arrangements.

F.

Administration of the Program
1.

2.
3.

G.

The Finance Committee of the City Rock Falls shall be responsible for the
development, implementation, oversight and continued administration of the
Program.
The Program shall train staff, as necessary, to effectively implement the Program;
and
The Program shall exercise appropriate and effective oversight of service provider
arrangements.

Oversight of the Program
1.

Oversight of the Program shall include:
a.
Assignment of specific responsibility for implementation of the Program
to the City Administrator;
b.
Review of reports prepared by staff regarding compliance; and
c.
Approval of material changes to the Program as necessary to address
changing risks of identity theft.

2.
Reports shall be prepared as follows:
Staff responsible for development, implementation and administration of the Program shall
report to the Finance Committee at least annually on compliance by the organization with the
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Program. The report shall address material matters related to the Program and evaluate issues
such as:
a.
The effectiveness of the policies and procedures in addressing the risk of
identity theft in connection with the opening of covered accounts and with
respect to existing covered accounts;
b.
Service provider agreements;
c.
Significant incidents involving identity theft and management’s response;
and
d.
Recommendations for material changes to the Program.

H.

Oversight of Service Provider Arrangements

In the event the locality engages a service provider to perform an activity in connection with one
or more accounts, it will take the following steps to ensure the service provider performs its
activity in accordance with reasonable policies and procedures designed to detect, prevent, and
mitigate the risk of Identity Theft:



I.

Require, by contract, that service providers have such policies and procedures in
place; and
Require, by contract, that service providers review the locality’s Program and
report any Red Flags to the Program Administrator.

Duties Regarding Address Discrepancies

The locality shall develop policies and procedures designed to enable the organization to form a
reasonable belief that a credit report relates to the consumer for whom it was requested if the
organization receives a notice of address discrepancy from a nationwide consumer reporting
agency indicating the address given by the consumer differs from the address contained in the
consumer report.
The locality may reasonably confirm that an address is accurate by any of the following means:
1.
Verification of the address with the consumer;
2.
Review of the utility’s records;
3.
Verification of the address through third-party sources; or
4.
Other reasonable means.
If an accurate address is confirmed, the locality shall furnish the consumer’s address to the
nationwide consumer reporting agency from which it received the notice of address discrepancy
if:
1.
The organization establishes a continuing relationship with the consumer; and
2.
The organization, regularly and in the ordinary course of business, furnishes
information to the consumer reporting agency.
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Section IV. - New Accounts – In General
A.

B.

Rental Property (Residential, Commercial or Industrial)
1.

Landlord - Current Account
a.
The tenant of any residential, commercial or industrial property shall
complete and sign an Tenant Authorization to Release Information consent
form at the time of application for service.
b.
The landlord/property manager shall complete a Blanket Application &
Record for Service form with all rental properties listed.

2.

Landlord - Delinquent Account
a.
If the landlord of any rental property has a 60 day or more delinquent
account, RFU may withhold service to a new tenant seeking application
for service until such time that the landlord has paid the delinquent
balance in full.
b.
Tenant must be informed that the Application for Service and Deposit
Record shall be denied until such time that the landlord is paid in full.

Residential

New accounts are created whenever a new customer moves into a service location within the
RFU service area or a current customer relocates to a new service location within the RFU
service area.
No person owing utility charges and removing to other premises where there are city utility
connections or where connections shall afterwards be made shall be served until such charges in
arrears are paid in full.
(Code 1977, § 13.12.140) Sec. 15-27. Of the City of Rock Falls Ordinance
1.
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Current customers relocating in the RFU service area.
a.
A Rock Falls Utilities Application For Service and Deposit Record must
be completed for the new service location. All information must be
completed including owner information for rental property. A copy of a
current Illinois Identification Card or Driver’s License must be copied and
kept on file together with Social Security numbers which must be obtain
from each applicant for service.
b.
A copy of the Rock Falls Utilities Application For Service and Deposit
Record (including Tenant Authorization to Release Information) shall be
scanned and placed in the customer’s account information. The original
will be kept for one year as required by the Illinois Compiled Statutes.
c.
Social security number(s) and names must be referenced through the
ONLINE Utility Exchange program to check for deposit determination
and identity verification.
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d.

e.

f.

g.

h.
2.
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A final bill will be generated reflecting the date service discontinuance
was requested by the customer. For rental properties, a copy of the final
bill will also be sent to the property owner.
Any existing deposit being held by RFU will be credited to the final bill
for the service location from which the customer is discontinuing service.
If the application of an existing deposit to the final bill results in a credit
balance, the customer will be reimbursed by check by the RFU. If the
amount of the credit balance is less than one dollar ($1.00), that amount
will be credited to the new account.
If the Final Bill amount for the previous location has not been paid by the
due date, the delinquent balance owed will be transferred to the new
account.
A deposit must be obtained for the account being established for the new
service location prior to the creation of a service order. (Please refer to the
Deposit Section of this manual)
Final billing generated by customers calling in must be verified with social
security numbers.

New customers in the RFU service area.
a.
A Rock Falls Utilities Application For Service and Deposit Record
(including Tenant Authorization to Release Information) must be
completed for the new service location. All information must be
completed including owner information for rental property. A copy of a
current Illinois Identification Card or Driver’s License must be copied and
kept on file together with Social Security numbers which must be obtain
from each applicant for service.
b.
A copy of the Rock Falls Utilities Application For Service and Deposit
Record (including Tenant Authorization to Release Information) shall be
scanned and placed in the customer’s account information. The original
will also be kept for record purposes.
c.
Social security number(s) and names must be referenced through the
ONLINE Utility Exchange program to check for deposit determination
and identity verification. Social security number(s) and names must be
cross-referenced to check for delinquent charges from any previous
accounts whether or not the customer declares that they have lived within
the RFU previously. When a new customer has a delinquent balance, that
balance must be paid in full prior to establishing a new account.
d.
The deposit must be obtained prior to the creation of a service order.
(Please refer to the Deposit section of this manual)
e.
When a customer no longer resides at the service address (ie deceased,
moved, new tenant, etc.), the new customer must apply to get services in
their name. If the City determines that this has not been done, a letter will
be sent to the service address notifying the current resident they have 15
(fifteen) days to comply otherwise the services will be disconnected.
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C.

Commercial
1.

Current commercial customers relocating in the RFU service area.
a.

b.

c.

d.

e.

f.

g.
2.
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An Application For Commercial Service with the City of Rock Falls must
be completed for the new service location. All information must be
completed including property owner information for rented commercial
property. If applicable, the Illinois State Sales Tax Number for the
business should be obtained. A copy of a current Illinois Identification
Card or Driver’s License must be copied and kept on file together with
Social Security numbers from the individual(s) completing the commercial
application for service.
A copy of the Rock Falls Utilities Application For Service and Deposit
Record shall be scanned and placed in the customer’s account information.
The original will be kept for one year as required by the Illinois Compiled
Statutes.
A final bill will be generated reflecting the date service discontinuance
was requested by the customer. For rental properties, a copy of the final
bill will also be sent to the property owner.
Any existing deposit being held by RFU will be credited to the final bill
for the service location from which the customer is discontinuing service.
If the application of an existing deposit to the final bill results in a credit
balance, the customer will be reimbursed by check by the RFU. If the
amount of the credit balance is less than one dollar ($1.00), that amount
will be credited to the new account.
If the Final Bill amount for the previous location has not been paid by the
due date, the delinquent balance owed will be transferred to the new
account.
A deposit must be obtained for the account being established for the new
service location prior to the creation of a service order. (Please refer to the
Deposit section of this manual)
Final billing generated by customers calling in must be verified with social
security numbers.

New customers moving into the RFU service area.
a.
A Rock Falls Utilities Application For Service and Deposit Record must
be completed for the new service location. All information must be
completed including property owner information for rental property. If
applicable, the Illinois State Sales Tax number for the business should be
obtained. A copy of a current Illinois Identification Card or Driver’s
License must be copied and kept on file together with Social Security
number(s) from the individual(s) completing the commercial application
for service.
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b.

c.
d.
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The Illinois State Sales Tax number, Social security number(s) and names
must be referenced to check for delinquent charges from any previous
accounts whether or not the customer declares that they have lived within
the RFU previously. When a new customer has a delinquent balance, that
balance must be paid in full prior to establishing a new account.
A deposit must be obtained prior to the creation of a service order. (Please
refer to the Deposit section of this manual)
A copy of the Rock Falls Utilities Application For Service and Deposit
Record shall be scanned and placed in the customer’s account information.
The original will be kept for one year as required by the Illinois Compiled
Statutes.
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Section V. - New Account Deposit
A.

Residential Deposit
1.

2.

32.

4.3

5.4

65.

The ONLINE Utility Exchange program will be used to determine the amount of
deposit paid at application in an amount ranging from $0 to $300.00 based upon
the customer’s credit score and other information used to determine the
percentage likelihood of delinquency in accordance with the following schedule:
Credit Score:

Likelihood of Delinquency:

Deposit Amount:

0-299
300-574
575-667
668-850

50.1-100%
25.1%-50%
10.1%-25%
0%-10%

$300.00.
$200.00
$100.00
$0.00

The deposit is credited as follows: 40% Wastewater; 33% Electric; 17% Water;
10% Garbage. If the customer is within the RFU Electric service area only, the
entire deposit shall be credited to Electric.
Deposits are applied refunded to the customer’s account after 24 12 months
continuous service if there have been no delayed or late payments during that
period.
CIVIC PLAZA II ROCK FALLS APARTMENTS LLC– Customers who
currently reside within CIVIC PLAZA II ROCK FALLS APARTMENTS LLC
and relocate to a new apartment within CIVIC PLAZA II ROCK FALLS
APARTMENTS LLC will be required to pay a $50.00 deposit unless the
customer’s account is in arrearage or has a consistent history of late payments. If
there is a history of late payments, the ONLINE Utility Exchange program will
determine the amount of the deposit.
If a customer applying for service does not have a social security number, but
does have a green card to serve as proof that its holder is a lawful permanent
resident, that green card holderthat person will not be subject to the ONLINE
Utility Exchange program. The customer shall be required to provide a valid form
of identification upon applicationGreen card holders will and automatically pay
a$150.00 $300.00 deposit.
If a customer applying for service has a past due bill that is currently being
pursued for payment, the deposit shall be $150.00 $300.00 and it will be deemed
unnecessary for the ONLINE Utility Exchange to determine the deposit.

Deposit Credit Schedule:
$50.00 Deposit:
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$20.00 Wastewater
$16.50 Electric
$8.50 Water
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$5.00 Garbage

B.

$100.00 Deposit:

$40.00 Wastewater
$33.00 Electric
$17.00 Water
$10.00 Garbage

$150.00 Deposit:

$60.00 Wastewater
$49.50 Electric
$25.50 Water
$15.00 Garbage

Commercial Deposit
1.

Office and Small Retail Business
a.
A $200.00 deposit will be required all commercial offices or retail
businesses regardless of utility services provided.
b.
The deposit is credited as follows: $80.00 Wastewater; $80.00 Electric;
$40.00 Water. If the customer is within the RFU Electric service area
only, the entire deposit will be credited to Electric.
.

2.

Food or Beverage Establishments and Medium or Large Retail Business
a.

b.

c.

C.

Established Utility History: When the utility history is available on the
service location, the deposit will be up to a two (2) month average of the
previous establishment of the previous twelve (12) months.
No Established Utility History: When no utility history is available on the
service location, a similar establishment shall be used to calculate the
monthly average. The deposit will be up to a two (2) month average of the
previous twelve (12) months.
The deposit is credited as follows: forty percent (40%) Wastewater; forty
percent (40%) Electric; twenty percent (20%) Water. If the customer is
within the RFU Electric service area only, the entire deposit will be
credited to Electric.

General Services-peak annual demand of 35 kilowatts
1.

2.
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Established Utility History: When the utility history is available on a service
location and the new owner intends to carry on business substantially as in the
past, a twelve (12) month average of the bills for the previous owner shall be used
to calculate the amount of the deposit.
No Established Utility History: When no utility history is available on a new
industrial service location, the Department Superintendents from the Electric,
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3.

D.

Banking & Financial Institutions
1.

2.

D.

When a banking or financial institution has taken responsibility for a residential
property which has RFU services, the institution is required to pay the maximum
deposit of $150.00 deposit.
When a banking or financial institution has taken possession of or responsibility
for a commercial or industrial property which has RFU services, the institution is
required to pay the deposit amount established under Section V(b).

Blanket
1.

E.

Wastewater and Water Departments shall evaluate the manufacturing process of
the industry and determine the required deposit and amount to be credited to each
utility service.
The deposit is credited as follows: forty percent (40%) Wastewater; forty percent
(40%) Electric; twenty percent (20%) Water. If the customer is within the RFU
Electric service area only, the entire deposit will be credited to Electric.

An application for a blanket agreement can be filled out for customers such as
landlords or realtors accompanied with a $50.00 deposit. This will allow services
to be transferred in and out of the customer’s name covered by the blanket
agreement.

Refunds
1.

2.

3.
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Deposits are applied refunded to the customer’s account after twelve (12) twentyfour (24) months continuous service if there have been no delayed or late
payments during that period.
A customer requesting termination of service shall apply for and request of the
RFU a refund of any excess deposit after application of deposit amount to any
unpaid or current amount due.
The RFU shall have the right to require proof of authority to receive the deposit of
any person purporting to act on behalf of the maker of the deposit, as executor,
administrator, guardian, or under any power of attorney.
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Section VI. - Security Deposit
A.

In General
1.

2.
3.

B.

Security Deposit Amount
1.
2.
3.
4.

C.

The RFU may require that any existing customer of the city make a security
deposit if any of the following conditions exist:
a.
Service to the customer has been disconnected for nonpayment of charges;
b.
Late payment charges have been assessed to the customer four (4) or more
times during the preceding twelve (12) month period;
c.
The customer has been found to have tampered with any service meter of
the RFU or has obtained utility service illegally.
Any customer required by the RFU to pay a security deposit shall pay such
deposit on or before reconnection of service.
Service shall be disconnected upon the failure to pay a security deposit within ten
(10) days of notification.

Residential: Security Deposits for residential customers shall be an amount equal
to one-sixth (1/6) of the twelve (12) month average utility charge.
Commercial: Security Deposits for commercial customers shall be an amount
equal to one-third (1/3) of the twelve (12) month average utility charge.
Industrial: Security Deposits for industrial customers shall be determined by the
Superintendents of Electric, Wastewater and Water.
The security deposit is credited as follows: forty percent (40%) Wastewater; forty
percent (40%) Electric; twenty percent (20%) Water. If the customer is within the
RFU Electric service area only, the entire deposit will be credited to Electric.

Refunds
1.

2.

3.
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Deposits are applied refunded to the customer’s account after twelve (12) twentyfour (24) months continuous service if there have been no delayed or late
payments during the period.
A customer requesting termination of service shall apply for and request of the
RFU a refund of any excess security deposit after application of deposit amount to
any unpaid or current amount due.
The RFU shall have the right to require proof of authority to receive the security
deposit of any person purporting to act on behalf of the maker of the deposit, as
executor, administrator, guardian, or under any power of attorney.
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Section VII. - Billing
A.

In General

The RFU will generate and mail bills to customers for utility services each month. Each bill
prepared shall be mailed to the customer at the address provided by the customer. Each bill shall
contain the following information:
1.
The time period and number of days of utility services provided for each service;
2.
The amount owed for each utility service supplied;
3.
The date when complete payment is due;
4.
Notice whether the bill for each service is based upon actual or estimated
measurement of the amount of utility services supplied
5.
Notice that customers may call the utilities customer service office at the
telephone listed on the bill in order to:
a.
Dispute the amount of any utility charge;
b.
Avoid termination of utility services for non-payment in accordance with
the provisions of this chapter, or
c.
Request the restoration of any utility service previously terminated.

B.

Billing Schedule

Due Date:
Penalty Posted:
Notice of Disconnect Generated:
Disconnection:
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24th day after billing date
25th day after billing date
32nd day after billing date
41st day after billing date
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Section VIII. - Late Payment Accounts & Account Dispute Resolution
The RFU considers a payment to be late the first (1st) day after the due date of a current month’s
bill. A late penalty of five percent (5%) of the total unpaid balance shall be accessed to the
customer’s account. Penalties can be waived at the discretion of the superintendent (or designee
in superintendent’s absence) with reason for the waiver being documented in the customer’s
account file.

A.

In General

The RFU shall, upon request by any customer, provide information as to the following:
1.
2.
3.
4.

The procedure to dispute any charge for utility services;
The procedure to avoid termination of any utility service due to non-payment of
charges;
The procedure for a tenant of any residential property to avoid termination of
utility services due to failure by the landlord to pay the utility charges; and
The procedure to obtain reinstatement of utility services.

Any time before the date specified within any notice to a customer as the date of termination of
utility services for non-payment of a bill, or for violation of any provision of the Municipal
Code, or within ten (10) days following the giving of a notice of rejection for utility services, the
customer may dispute the basis for the proposed termination of services or the basis for the
rejection. Provided, however, that the customer shall not be entitled to dispute the basis of
termination or rejection for services if the basis was the subject of a previous dispute which was
either: (a) adjudicated pursuant to this section; or, (b) not properly challenged by the customer's
failure to follow the procedure set out in this section.

B.

Procedure to Dispute Termination or Rejection of Services

Utilization of the dispute procedure provided for in this section shall not relieve a customer of
the obligation to timely and completely pay all other undisputed utility charges for services
supplied by the city or to timely and completely pay undisputed portions of amounts which are
subject to the instant dispute, or to otherwise comply with the requirements of the Municipal
Code of the City of Rock Falls. Failure by the customer to timely and completely pay all such
undisputed amounts or to otherwise comply with requirements of this Code shall be cause for
termination of the utility service in accordance with the provisions of this section.
The procedure to dispute termination of services or rejection for services shall be as follows:
1.
Before the date specified in the notice for termination of services or within ten
(10) days following receipt of notice of rejection for services, the customer shall
notify the utilities customer service office of the city, in writing, that the customer
disputes all or part of the amounts shown on the bill, or disputes the basis for
rejection of services, or that the customer claims other reasons for disputing the
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2.

3.

4.

5.

6.

7.

8.
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right of the city to terminate services or the right of the city to reject the customer
for services.
If the superintendent of the RFU determines that the dispute is untimely, or that
the customer previously disputed the termination or the rejection upon the same
basis, the superintendent shall mail to the customer a notice stating that the
present dispute is untimely or invalid for prior adjudication. A dispute is untimely
if filed after service has been terminated.
If the superintendent of the RFU determines that the dispute is not untimely or
invalid under this section, the superintendent shall, within three (3) days after
receipt of the customer's notice, arrange an informal meeting between the
customer and the superintendent of each affected utility department.
The superintendent of each affected utility department shall attempt to resolve the
dispute in a manner satisfactory to the department and the customer, based upon
the department's records, the customer's allegations and other relevant materials
available to the superintendent, at such meeting. The superintendent of each
affected utility department shall, within five (5) days after the meeting with the
customer, mail to the customer a copy of the superintendent’s decision resolving
the dispute.
If the decision of the superintendent is unsatisfactory to the customer, the
customer, within five (5) days of mailing of the decision by the superintendent of
the affected department, may file in writing with the City Clerk’s office a request
for a formal hearing before the public works and/or electric committee of the city
council. Upon filing of the request by the customer, a formal hearing shall be held
by the utilities public works committee and/or electric committee.
At the hearing before the utilities public works and/or electric committee, the
superintendent of the affected utility department and the customer shall be entitled
to present all evidence that, in the view of the utilities public works and/or electric
committee, is relevant and material to the dispute, and the committee shall be
entitled to examine and cross examine witnesses. A record of the hearing shall be
maintained.
At the conclusion of the hearing, the utilities public works and/or electric
committee shall render a decision on the dispute. Such decision shall be reduced
to writing and a copy thereof shall be mailed to the customer within five (5) days
of the hearing. The decision shall be final and binding on the affected utility
department, and on the customer.
Until the date that the date of the decision of the affected utility department
superintendent becomes final, or until the date of the decision of the utilities
public works and/or electric committee (if the customer shall have appealed the
superintendent's decision) the utility service which has been the subject of the
dispute shall not be terminated based solely upon the matters in dispute. Provided,
however, that nothing shall prohibit termination of the utility service for other
cause which is undisputed by the customer. If the decision of the superintendent
or the utilities public works and/or electric committee, as applicable, is
unfavorable to the customer disputing the charge, the notice to the customer of

General Procedures Governing Utility Service
City of Rock Falls, Illinois
Approved/June 28, 2013
such unfavorable decision shall specify a date not less than five (5) days after
such notice within which all disputed amounts must be paid or within which other
such corrective action must be taken by the customer in order to avoid termination
of the utility services. Failure by the customer to pay or take such other action
within the time specified in such notice shall then be cause for termination of the
utility services at the expiration of the time period.

C.

Dispute Decision Notification
1.
2.
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The determination of the disputed issue of the utilities public works and/or
electric committee shall be given to the RFU by the City Clerk.
The RFU shall notify the customer and the appropriate department superintendent
of the determination.
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Section IX. - Delinquent Account Payment Agreements
A.

In General

A payment agreement may be entered into between the RFU and a customer for payment of a
delinquent balance if the following conditions are met:
1.
The customer has not entered into more than two (2) Delinquent Account Payment
Agreements within the previous twelve (12) month period;
2.
All previous delinquent balance is paid in full.
3.
Any previous agreement is paid in full. Customers who are using the two (2)
agreements in sequential months must pay off the first agreement prior to entering
into the second agreement.
4.
The customer is able to pay a minimum of twenty-five percent (25%) of the
delinquent balance, including late charges and/or penalties incurred.

B.

Agreement Completion
1.

2.
3.

All Delinquent Account Payment Agreements must be initialed and reviewed by
two RFU personnel. When present, the Superintendent of the RFU must approve
all Delinquent Account Payment Agreements ensuring that the above conditions
have been met. In the absence of the Superintendent, the RFU personnel
completing the agreement shall approve and sign the agreement together with one
other RFU personnel.
All customer contact information will be checked and verified by the RFU
personnel completing the agreement.
The customer must have the delinquent balance paid in full by the due date of the
next bill.

ANY customer of the RFU who meets the requirements as stated above is allowed to
enter into Delinquent Account Payment Agreements regardless of the source of
their income.
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Section X. - Utility Termination
Except as otherwise provided, the provisions of this section shall govern all termination of utility
service for non-payment of utility charges or for failure to comply with other requirements of the
Code of the City of Rock Falls.

A.

Notice of Termination of Utility Service – No Master Meter
1.

2.
3.

4.
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If, by the eighth day following the payment date shown on any bill for utility
services, the city shall not have received complete payment of the amounts shown
on the bill or if the violations alleged within any notice of violation of provisions
of the Municipal Code of the City of Rock Falls shall have not been corrected by
the date specified in such violation notice, the utilities customer service office
shall mail to or personally serve upon the customer a notice of termination of
utility services.
When the customer is a rental tenant, the City shall provide a duplicate notice to
the property owner/property manager of record.
The notice of termination shall contain the following information:
a.
The amount to be paid or the nature of the violation to be corrected;
b.
The date of the notice of termination;
c.
The date after which termination of utility services shall be made, which
date shall be at least eight (8) days from the date of the notice of
termination;
d.
Notice that unless the payment of the amounts specified or that the
affected utility department superintendent and/or building inspector has
certified that the violation has been corrected prior to the date of
termination, that the utility service shall be terminated;
e.
Notice that in lieu of paying the entire amount shown, a customer, prior to
the date of termination, may notify the customer service office that he
disputes the correctness of all or part of the amount shown or that he
disputes that he is in violation of provisions of this Code cited as authority
for the termination notice; (but provided, that the basis of the dispute shall
not have been the subject of a previous dispute either waived or
adjudicated).
If, prior to the date specified within the notice after which utility services will be
terminated, the city shall not have received complete payment of the amounts
shown on the notice of termination and if no notice of dispute under Section VIII
of this manual shall have been received by the city, or if the customer shall not
have corrected any violation of provisions of this Code as shown on the notice of
termination, then the utility services which are the subject of the notice of
termination shall be terminated and disconnected. If, however, the customer pays
the entire amount shown on the notice of termination, or if the superintendent of
the affected utility department and/or building inspector certifies that the
violations of this Code serving as the basis for the notice of termination have been
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corrected, then such payment or correction shall be considered timely, and the
notice of termination shall be ineffective.

B.

Notice of Termination of Utility Service – Master Meter

Notice of utility service termination. The RFU shall notify all tenant of building with 3 or more
residential apartments of the proposed termination of utility service.
This notice shall contain the following information:
1.
2.

3.
4.

The specific date, no sooner than 10 days after the notice is rendered, that the
utility service is subject to termination;
A statement of the tenants’ statutory right either
a.
to pay the utility company the amount due and owing by the Landlord and
to deduct the amount paid to the RFU from the rent due on the rental
agreement; or
b.
to petition the court for appointment of a receiver to collect the rents due
for use and occupancy of the building and remit a portion to the RFU for
payment of utility bills
The dollar amount of the utility bills due and owing on the date such notice is
given and the average monthly utility bill; and
The name and telephone number of any legal services agency within the RFU’s
service area where the tenants may obtain free legal assistance.

Any notice provided to tenants of a building under this section shall be of a conspicuous size, on
red paper, and in at least 14 point bold face type except that the words “notice of (utility service)
termination” shall be in 36 point bold face type.
If the notice is posted, it shall state:
It is unlawful for the landlord or his or her agent to alter, deface, tamper with, or remove this
notice. A Landlord or his or her agent who violates this provision is guilty of a Class C
Misdemeanor.
(765 ILCS 735/3) (from Ch. 80, par. 64) (Source: P.A. 87-177.)

C.

Hours and Conditions of Termination
1.

2.
3.
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Utility services shall be terminated for non-payment only during the hours of 8:00
a.m. to 4:00 p.m. Monday through Thursday; and on Friday during the hours of
8:00 a.m. to 12:00 p.m. (noon).
No terminations shall be permitted on a legal holiday or on the day before a legal
holiday, and a federal holiday or on the day before a federal holiday.
No terminations of utility services shall be permitted on a day when the low
temperature forecast for the following twenty-four (24) hours, as reported by the
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4.

5.

6.

National Weather Service at its First Order Station nearest the residence, includes
a forecast that the temperature will be below twenty degrees (20°) Fahrenheit. If
the utility service to a residential customer has been terminated and not reinstated
by five o'clock (5:00) p.m. on the day of termination, when the low temperature
within the previous twenty-four (24) hours, as reported by the National Weather
Service at its First Order Station nearest residence, was below thirty-two degrees
(32°) Fahrenheit, the customer service office shall notify the police department of
the city on the day of termination of the following:
 The name of the customer;
 The address and location of the residence no longer receiving such utility
services;
 The possible threat to the health and life of all persons residing at the
residence.
In the event of termination of utility services in accordance with the provisions of
this section, such utility services shall be reinstated to the customer within one (1)
full working day of receipt by the customer service office of complete payment of
the amount prompting the termination (including required deposits) and any
reconnection charges, or receipt of notice from the superintendent of the affected
utility department and/or building inspector that the violation of the provision of
this Code giving rise to the termination has been corrected. Such payment or
correction of violations shall not be considered timely for purposes of this
chapter.
In computing any period of time prescribed by this section, the day of the act or
event from which the designated period of time begins to run shall not be
included. The last day of the period so completed shall be included, unless it is a
Saturday, Sunday or a legal holiday, in which event the period runs until the next
day which is not a Saturday, Sunday or legal holiday. When the period of time
prescribed is less than seven (7) days, intermediate Saturdays, Sundays, and legal
holidays shall be excluded in the computation.
In addition to being subject to a termination of service pursuant to this section,
each bill for utility services which shall not have been paid by the customer on or
prior to the due date shown on the monthly bill, shall have added to the bill the
amount of five (5) percent of the monthly bill as a late payment penalty, unless
the customer listed on the bill is sixty-five (65) years or older before the time
listed as the due date, or if the customer is receiving Federal Social Security
Disability and can provide proof of coverage to city staff.

(Ord. No. 87-1469, § 13.28.070, 6-1-87; Ord. No. 89-1528, 6-19-89; Ord. No. 2000-1950, § 2, 95-00; Ord. No. 2009-2341, § 1, 5-19-09; 2011-2472, § 1, 7-19-11; Ord. No. 2011-2481, § 1, 920-11)
7.
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Although it is not mandated by ordinance, it is the policy of the RFU that no
disconnection of service shall take place for accounts owing less than fifty dollars
($50.00). However, this practice shall not be promoted by the RFU or its
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personnel. Full payment of the delinquent amount should be encouraged at all
times.
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Section XI. – Schedule of Fees
NSF (non-sufficient funds)
Rehook for delinquent payment
Rehook for voluntary disconnection
Pool Read
Broken Water Meter
Broken Water Meter
Broken Water Meter
Damaged Radio (Water Meter)
After Hours call (Water or Electric)

$25.00 per occurrence
$50.00 per service (Electric/Water/Fiber)
$10.00 per occurrence (Electric/Water/Fiber)
$10.00 per occurrence
$50.00 for broken Sensus meter
$75.00 for rebuilt Neptune meter
$125.00 for Neptune meter
$100.00 per occurrence
$50.00 per occurrence

Section XII.- Collection of Delinquent Accounts
A.

Rental Property
1.

2.

3.

4.

5.
6.

7.
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The day prior to the disconnection of utility services, the RFU shall contact the
customer and inform them of the impending disconnection of utility services. The
customer shall be notified of the amount owed and the additional reconnection fee
which will be incurred if service is terminated. The contact shall be noted in the
customer’s account information.
When the account is no less more than 60 days delinquent from the last billing
date and no attempt of payment has been made, the customer account shall be sent
to the State of Illinois Comptroller’s Local Debt Recovery system for collection
through the State of Illinois. The capital improvement and debt charges will no
longer be charged to the tenant’s account.
At the time of final billing or no less more than 60 days delinquent from the last
billing date and no attempt of payment has been made, all future capital
improvement and debt charges will be billed to the landlord or property manager
of record.
Customer accounts that are deemed uncollectible will be presented for write off.
An account will be deemed uncollectible after all reasonable effort has been made
to collect and five (5) years have elapsed since the last date of payment or date
when last service was provided. An account that has been discharged in
bankruptcy is also uncollectible. Once a customer account is deemed
uncollectible, it can be recommended for write off.
At least twice a year, uncollectible accounts will be presented to the Electric
Committee (Utilities Committee) for their approval for write off.
Once the Electric Committee (Utilities Committee) has approved, these accounts
will be presented to the Finance Committee and then to the full City Council for
approval.
Once full City Council approval has been made, the account is written off. No
further action will be made to collect on the account.
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8.
9.

10.

11.

B.

Voluntary payment of written off accounts can be accepted by the City after these
accounts are written off.
Occasionally accounts end up with a credit balance for such reasons as
overpayment or unused balance of deposits. At the time the account is being final
billed, all efforts are made to obtain a forwarding address.
Accounts will be deemed abandoned if they remain unclaimed for the period
specified in the Unclaimed Property Act for property to be deemed abandoned.
Credit balances of less than $5.00 will be zeroed out. Credit balances of more
than $5.00 will be sent to the Illinois State Treasurer as unclaimed property in
compliance with the Unclaimed Property Act.
These accounts will then be zeroed out and no longer show a credit balance.

Residential Home Owner, Commercial & Industrial Property
1.

2.

3.

4.

5.

6.
7.

8.
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The day prior to the disconnection of utility services, the RFU shall attempt to
contact the customer and inform them of the impending disconnection of utility
services. The customer shall be notified of the amount owed and the additional
reconnection fee which will be incurred if service is terminated. The contact or
attempted contact shall be noted in the customer’s account information.
Upon disconnection of the utility services, when the water and sewer service of a
property is still connected to the supply system of the RFU, the capital
improvement and debt charges will continue to be incurred monthly. A bill shall
be generated each month showing the additional monthly capital and debt charges
and be sent to the customer.
When the account is no less more than 60 days delinquent from the last billing
date and no attempt of payment has been made, the customer account shall be sent
to the State of Illinois Comptroller’s Local Debt Recovery system for collection
through the State of Illinois.
At the time of final billing or no less more than 60 days delinquent from the last
billing date and no attempt of payment has been made, a lien shall be placed upon
the real estate following the Home Owner Lien section of this manual.
Customer accounts that are deemed uncollectible will be presented for write off.
An account will be deemed uncollectible after all reasonable effort has been made
to collect, and five (5) years have elapsed since the last date of payment or date
when last service was provided. An account that has been discharged in
bankruptcy is also uncollectible. Once a customer account is deemed
uncollectible, it can be recommended for write off.
At least twice a year, uncollectible accounts will be presented to the Electric
Committee (Utilities Committee) for their approval for write off.
Once the Electric Committee (Utilities Committee) has approved, these accounts
will be presented to the Finance Committee and then to the full City Council for
approval.
Once full City Council approval has been made, the account is written off. No
further action will be made to collect on the account.
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9.
10.

11.

12.
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Voluntary payment of written off accounts can be accepted by the City after these
accounts are written off.
Occasionally accounts end up with a credit balance for such reasons as
overpayment or unused balance of deposits. At the time the account is being final
billed, all efforts are made to obtain a forwarding address.
Accounts will be deemed abandoned if they remain unclaimed for the period
specified in the Unclaimed Property Act for property to be deemed abandoned.
Credit balances of less than $5.00 will be zeroed out. Credit balances of more
than $5.00 will be sent to the Illinois State Treasurer as unclaimed property in
compliance with the Unclaimed Property Act.
These accounts will then be zeroed out and no longer show a credit balance.
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Section XIII. - Residential Home Owner, Commercial & Industrial
Property Liens
A.

In General

When a delinquent account has reached 60 days from the last billing date and no attempt of
payment has been made by the delinquent customer, the RFU will place a lien upon the real
estate for which the service is supplied.
1.
Utility Charges Included in Lien
The lien may include all utility usage charges, taxes, capital improvement, debt, work order
charges, equipment and penalties incurred.
2.
Administrative Fee
All liens shall include an administrative fee of $150.00 dollars to provide reimbursement of
expenses incurred by the RFU as follows:




B.

Personnel Wages (RFU and City Clerk personnel)
Filing Fees paid to the Whiteside County Recorder for Lien Filing
Postage and Office Supplies

$100.00
$40.00
$10.00

Lien Procedure
1.

2.

3.

34.
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Notification to Owner of Record - The RFU will send the owner or owners of
record of the real estate as referenced by the taxpayer’s identification number
which will include the following:
a.
A copy of each delinquency notice sent to the person who is delinquent in
paying the charges or another notice which is sufficient to inform the
owner or owners of record that the charges have become delinquent.
b.
A notice that unpaid charges may create a lien on the real estate under
Public Act 87-1197 of the Illinois Compiled Statutes.
Notification to City Clerk - The RFU will provide to the City Clerk the total
dollar amount of the lien and copies of all notices sent to the owner of record and
request that a lien be placed against the real estate serviced. The City
Administrator and the Superintendents of Electric, Water and Sewer shall also
receive notice via email that the request for lien was delivered to the City Clerk.
Notice of Lien to Owner of Record – Upon the filing of the lien, the City Clerk
shall send a copy of the notice of the lien to the owner or owners of record of the
real estate.
Continuing Capital Improvement and Debt Charges - After a lien has been placed
against a customer’s real estate, and the water and sewer service of a home is still
connected to the supply system of the RFU, the capital improvement and debt
charges will continue to be incurred monthly. A bill shall be generated each
month and be sent to the owner of record. Each 180 day period of delinquent
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charges shall constitute additional liens being placed on the real estate following
the procedure set forth in this section.
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Section XIVIII. - Service Orders
A.

In General

A Service Order is generated by the RFU during normal working hours for the Wastewater,
Water or Electric Departments when a specific task as listed is required at a service location.
Tasks Requiring a Service Order
Frozen Meters
New Water Service
Off or On Due to Repairs
Read Meter
Re-Read Meter
Set Meter
Trim Branches off Wires
Trenching
Street Light
Urban Light
Check for Dead Meter
High Bill Complaint
1.

2.

3.
4.

5.

B.

Pool Reading
Hook Up Water
Hook Up Electric
Cut Off Customer Request
Remove Limiter & Cut
Electrical inspections
Traffic lights
Catch Basin Problem
Sewer Back Up
Radio install
Install Reader

Install Limiter Delinquent
Shut Water Off at Street
Sink Hole
Cut Off Service
Delinquent
Install New Meter
Replace Meter
New Sewer Service
Read and Final
Read and On
Remove Meter
Miscellaneous

After generation of the Service Order, the Department(s) required to perform the required work
is contacted by the RFU and the Service Order is distributed to the service personnel for
completion.
After completion of the required work, the service personnel returns the Service Order to the
RFU with the details of the work completed. The completed Service Order should have the date
the work was performed and the name of the service personnel who performed the work.
Either a hard copy or a scanned copy of the Service Order will be kept as a record of the service
performed at that service location.
Certain Service Order work may incur costs to the Customer. The RFU should notify the
customer at the time of the service request the amount of the charges that be incurred. Upon
completion of the Service Order work, any incurred charges should be entered into the Customer
account. Service Order charges will appear on the next regular monthly utility billing.
The resident of a home having the water service turned on must be present at the time that the
service is turned on.

After Hours or Emergency Service Orders
1.
2.

Normal working hours are 8:00 am to 5:00 pm Monday through Friday with the exception of
holidays.
When a customer requires service assistance outside of the normal working hours of the RFU,
the phone call for assistance is received by the Rock Falls Police Department.
a.
No reconnections of service for non-payment shall occur outside of the normal
working hours of the RFU.
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b.
3.

4.
5.
6.
7.

Page 38 of 41

A current list of disconnected services due to non-payment shall be given to the Police
Department at all times.
The standby or on call service personnel of the Department(s) required to perform the required
work is contacted by the Police Department. An up-to-date list of standby or on-call service
personnel must be on file with the Police Department at all times.
After completion of the required work, the service personnel completes a call out sheet and
returns it to the RFU during the next business day with the details of the work completed.
The completed call out sheet should have the date the work was performed and the name of the
service personnel who performed the work.
Either a hard copy or a scanned copy of the call out sheet will be kept as a record of the service
performed at that service location.
Certain Service Order work may incur costs to the Customer. Upon completion of the Service
Order work, any incurred charges should be entered into the Customer account. Service Order
charges will appear on the next regular monthly utility billing.
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Section XIV. – Forms
Application for Service and Deposit Record/Tenant Authorization
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Application for Commercial Service

Page 2 of Application for Commercial Service
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Blanket Application & Record for Service
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