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Policy Statement

Big Lakes County may provide limited forgiveness of wastewater charges to utility customers who
receive a high water/wastewater utility bill as a result of a water leak or plumbing failure within
the property, provided such leak has been repaired. Forgiveness requests shall be evaluated on a
case-by-case basis, as forgiveness should not be a normal practice but only applied in exceptional
circumstances. This policy outlines the conditions for eligibility, limits to forgiveness, and the
approval authorities. Water charges are not eligible for forgiveness.

Definitions

e Average Bi-Monthly Consumption means the comparison of the average water
consumption during the preceding five-years for the same bi-monthly billing period (i.e.
November-December billing period).

¢ Abnormal Consumption means a significant and unintended increase in water
consumption that is substantially higher than the customer’s Average Bi-Monthly
Consumption, caused by a leak.

e Administration means County staff authorized to administer, review, and process
forgiveness requests in accordance with this policy.

e CAO means the Chief Administrative Officer of Big Lakes County or their designate.

e County means Big Lakes County.

e Credit means the leak forgiveness credit on this property. Credits are applied to utility
accounts and not refunded to customers.

e Customer means the owner or occupant of a premises to which utility services are
provided.

e Leak means an unintentional water loss caused by broken or otherwise malfunctioning
plumbing system of fixture.

e Premises refers to any property, building, unit, or group of units served by a single water
meter. All customers or occupants attached to the same meter are considered one
property for eligibility and forgiveness limits.
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Criteria

1. The County may provide forgiveness for wastewater charges when abnormal
consumption results from a leak occurring within the private property service line or
internal plumbing, provided the following conditions are met:

a. The customer must complete and submit a Wastewater Charge Forgiveness
Request Form to the County within sixty (60) days of utility bills being issued and
increased water usage being identified.

b. The customer must make a reasonable effort to locate the leak and initiate repairs
within fourteen (14) calendar days of notification of increased water usage or
becoming aware of the issue. To participate in the program, the customer must, at
their sole cost:

i. Carry out all actions required by County staff for compliance with the
policy;
ii. Pay all costs for repairing the leak, such as parts and labour; and
iii. Pay the portion of all fees and charges owing but not eliminated by the
credit.

c. The customer shall notify the County of completion of repairs within fourteen (14)
calendar days after the date of the final repair(s). The customer shall retain any
receipts for the repairs and, if requested, provide copies of the same to the County.

d. The customer’s utility billing account must be in good standing at the time of
submission of a Wastewater Charge Forgiveness Request Form.

e. The customer must be able to explain the increased water usage. This policy does
not cover unexplainable water losses.

f. Water consumption for the hilling period must exceed three (3) times the
customer’s Average Bi-Monthly Consumption, calculated using the preceding 5 of
the same bi-monthly billing periods (i.e. November-December for the 5 previous
years).

g. The customer must not have had a leak adjustment credit applied to the account in
the twenty-four (24) months immediately preceding the current request. If a credit
is granted by the County, the customer will not be eligible for another leak
adjustment credit for a twenty-four (24) month period.

h. If a Wastewater Charge Forgiveness Request is granted by the County, a credit will
be applied to the customer’s utility account for future billings.

i. The credit will be calculated on the wastewater charge portion of the actual
metered water usage in excess of the Average Bi-monthly Consumption using the
preceding 5 of the same bi-monthly billing periods (i.e. November-December for
the 5 previous years).

j. Forgiveness applies to wastewater charges only; water charges shall not be eligible
for forgiveness.

k. The maximum total credit amount for wastewater charges available per
application is $500.

1. Credits shall only be issued after repairs have been completed and County staff
have verified that water usage at the premises has returned to normal.

m. There is no extension of the due date or the time for paying water/wastewater
utility bills because of a pending Wastewater Charge Forgiveness Request.
Customers are advised to pay the entire bill amount due within the normal
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payment period or enter payment arrangements for the excessive amount to
remain in good standing on all current billings.

n. Wastewater Charge Forgiveness Requests shall be denied to any customer who
has:

1. Usage above the customer’s average bi-monthly consumption is due to
activities including water of sod, gardening, filling swimming pools or
whirlpools and washing vehicles are ineligible, as this represents water
knowingly used by the customer.

ii. Leaks in unoccupied and/or vacant premises (for 72 hours or more). For
extended absences, customers should consider shutting off the water
supply (with the exception where water is used for heating purposes) and
draining all the pipes and appliances.

iii. Water loss due to theft, vandalism or construction damage will not be
covered under this policy. Resolving these issues is the responsibility of the
customer.

iv. Engaged in or taken advantage of fraudulent or misleading behavior
relating to the program, such as tampering with a meter or supplying
misinformation.

2. Forgiveness requests at or below $500.00 may be approved by the CAO.

3. Forgiveness requests for more than $500.00, requests more than once per premises in a
24-month period, or appeals shall be approved at the discretion of Council. Council
decisions are final.

4. An annual report of all forgiveness requests processed by Administration shall be
presented to Council prior to February 28th of the year following the request.
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