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I. INTRODUCTION 

 
 

1.1 Customer Service Policies and Fees applicable to City provided utility 
services. 

1.1.1 This Customer Services Policies document (hereafter “Policies”) 
pertains to the operations of the Customer Service Division (“Customer 
Services” or “CS”) in support of the City of Tacoma’s Department of 
Public Utilities d/b/a Tacoma Public Utilities (“TPU”) and the 
Environmental Services Department (“ES Department” or “ESD”). TPU 
provides electric energy and water services and the ES Department 
provides solid waste collection, wastewater and surface water 
services.  

The Power, Water, and Rail Divisions of TPU, as well as the ES 
Department, maintain separate and additional customer service 
policies applicable to their own operations. 

1.1.2 Fees associated with many of the Customer Services operations 
addressed in these Policies are established pursuant to authority set 
forth in the Tacoma Municipal Code (“TMC”) including, but not limited 
to, Chapter 12.01, TMC.   

1.1.3 Fee Schedule. RESERVED.  

 
1.2 Definitions: 

Unless otherwise defined in the Tacoma Municipal Code (“TMC” or “City Code”), 
the following terms shall have the definitions stated. 

The term “Customer” as used in these Policies refers to a person or entity legally 
responsible for payment of utility rates, charges, and fees pursuant to the TMC 
and/or applicable State law and includes, but is not necessarily limited to, a 
person or entity that is designated in Customer Services’ records as a business 
partner.  

The term “Hold” as used in these Policies refers to a restriction or restraint on 
utility service and may prevent activation of service. A Hold may be placed on a 
utility service account or a service premises due to, but not limited to, outstanding 
utility service debt owed to the City, safety reasons, or a violation of TMC, State 
or other local laws, and/or policies adopted by TPU or the City. 

The term “service premises” as used in these Policies refers to any real 
property, structure, building or dwelling unit(s) to which utility service is provided 
by TPU and/or the ES Department. 
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The term “satisfactory payment history” as used in these Policies refers to the 
number of credit points assigned to the applicant or Customer by Customer 
Services based on late or returned payments for utility services, credit related 
service disconnection, default of an Approved Payment Agreement, or other 
negative credit or irregular circumstances.  An applicant or Customer with six (6) 
or less credit points in the most recent twelve (12) month period will be deemed 
to have a satisfactory payment history unless other negative credit or irregular 
circumstances exist.  

The term “statutory utility lien” as used in these Policies refers to a lien or other 
rights granted to utility providers under Washington State lien laws including, but 
not limited to, RCW 35.21.290, 35.21.300, 35.67.200, 35.67.290, and/or Chapter 
60.80. Such lien and rights are enforceable by TPU and/or the ES Department 
against the service premises at which the service debt was incurred regardless of 
whom may have incurred such debt. 

“Approved Payment Agreement” as used in these Policies means a 
contractually binding agreement specifying the amount(s) and date(s) of payment 
of an outstanding utility service account debt. The terms and conditions of a such 
agreement may be negotiated by Customer Services, TPU, the ES Department, 
or an authorized collection agency, but must be approved by authorized 
Customer Services staff pursuant to standard operating procedures.  The 
required amount(s) and date(s) of payment under an Approved Payment 
Agreements must be documented by Customer Services and made available for 
review by the account debtor upon request.  

 
1.3 Unauthorized Connection, Reconnection, and/or Use of Utility Services. 

Unless authorized or permitted under these Policies or applicable City Code, any 
connection, reconnection, and/or use of utility services shall be deemed to be 
unauthorized and subject to recourse by the City.  Such recourse may include, 
but is not limited to, immediate disconnection of service, recovery of all costs and 
damages incurred, and such other civil remedies or criminal sanctions as may be 
available at law or in equity.  
 

1.4 Additional Information.  

Further information regarding the application of these Policies can be found in 
the Customer Services Procedures document.   
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II. APPLICATION FOR SERVICE 

 
2.1 Introduction 

All requests for utility service will be met whenever possible in accordance with 
State law and the laws and policies of the City of Tacoma. Each request will be 
deemed to be an application for utility service whereby the applicant agrees to be 
bound by the provisions of the Tacoma Municipal Code (“TMC”)1, these Policies, 
and the respective service policies of Tacoma Power, Tacoma Water, and the ES 
Department, in effect at the time of application or as thereafter amended.  Upon 
application approval by Customer Services, such provisions shall establish the 
contractual rights and obligations of the Customer and the City. 

An application for electricity, water, solid waste collection, wastewater and/or 
surface water utility services may be made to Customer Services via telephone, 
mail, fax, electronic medium, or in person at the Public Utilities Administration 
Building or other designated locations.  

Customer Services, on behalf of TPU or the ES Department, may deny new 
utility service(s) to any applicant or existing Customer that has unpaid utility 
service debt in collection status.  

 
2.2 Policies 

2.2.1 Applicable utility service rate schedules, charges, and other fees for 
new and existing Customers will be determined in accordance with 
Chapters 12.01, 12.06, 12.08, 12.09 and /or 12.10, TMC and/or other 
City ordinances.  

2.2.2 All applicants for utility service are required to provide accurate and 
verifiable information as to the true identity of each individual who will 
be financially responsible for the service. 

2.2.2.1 Applications for utility accounts or service may be denied if 
inaccurate or fraudulent information is provided by the 
applicant. 

2.2.2.2 Utility service to an existing Customer may be terminated if 
fraudulent or inaccurate information was provided to 
establish such service.2 

 

                                            

1
 Including, but not limited to, Chapters 12.01, 12.06,12.08,12.09, and 12.10, TMC  

 
2
 Additional recourse may be pursued under State law and/or City ordinance to recover costs 

associated with these actions. 
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2.2.3 The owner of a service premises, and/or its agent, may apply for a 
utility account or service to such premises on behalf of a tenant. 
Customer Services may require a copy of a lease or rental agreement 
to verify tenancy at such premises. 

2.2.3.1 Applications by an owner and/or its agent on behalf of a 
tenant may not be accepted, nor may utility service be 
provided, if fraud or deception by the owner and/or the  
tenant has been perpetrated against Customer Services. 
Customer Services Management will make such 
determinations, in consultation with the City Attorney’s 
Office, on a case by case basis. 

2.2.4 Applications for utility accounts and/or services may be denied or 
provision of services reasonably conditioned as follows: 

2.2.4.1 Application for an account and/or services may be denied 
when the service premises to be served is subject to a 
statutory utility lien. 

2.2.4.2 As a condition of service, and prior to reconnection of 
service, full payment of all statutory utility lien charges 
against the residential or commercial service premises to be 
served is required. Customer Services may provide interim 
service based on an alternative form of guarantee or 
agreement to ensure statutory utility lien charges are 
satisfied. See Section 2.2.5 of this Chapter for further details. 

2.2.4.3 Application for an account and/or service may be denied 
based on a Hold placed on the service premises to be 
served.  As a condition of service, all such Holds must be 
satisfactorily resolved. 

2.2.4.4 Application for an account and/or service may be denied 
when the applicant owes outstanding balances for utility 
account(s) in collection, regardless of the service premises 
where the applicant incurred the delinquent charges.  As a 
condition of service, full payment for such outstanding 
balances is required.  

2.2.4.5 Application for an account and/or service may be denied 
based on any delinquent utility charges previously incurred 
by the applicant or Customer, regardless of the service 
premises where such delinquent charges were incurred. As 
a condition of service, the Customer may be required to 
make full payment or enter into an Approved Payment 
Agreement for such delinquent balances. 
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2.2.4.6 Application for an account and/or service may be denied if 
the service premises to be served is subject to outstanding 
debt including, but not limited to, conservation loan default, 
unpaid permit fees, or delinquent surcharges. As a condition 
of service, full payment or an Approved Payment Agreement 
for such outstanding balances may be required. 

2.2.4.7 Application for an account and/or service may be denied 
based on unauthorized connection, reconnection, and/or use 
of utility services at the service premises to be served.  As a 
condition of service, full payment of all outstanding damages 
or fees resulting from electric or water diversion, or from 
equipment tampering, shall be required by the responsible 
Customer or service premises owner. 

2.2.4.8 Application for an account and/or service with delinquent 
utility charges, or outstanding utility collection balances, may 
be accepted based on a pledge (promise to pay) from an 
authorized Public, Tribal, Federal, and/or State agency.  This 
exception to subsections 2.2.4.4 and 2.2.4.5 of this Chapter 
will only be considered for applicants residing at a service 
premises where services were disconnected for non-
payment and remained off for more than 10 days but no 
more than 60 days. Further guidance regarding this 
exception are found in the Customer Service Procedures.  

2.2.5 An Interim Service Request Agreement may be utilized for restoring 
service on a temporary basis.  Approval of such Agreement, at 
Customer Services’ sole discretion, must be by Customer Services 
Representative Lead level or higher.  Such an Agreement does not 
waive statutory utility lien or other rights held by TPU or the ES 
Department.  Such Agreement may be used to allow service for home 
inspection, electrical inspections, property sale, or other similar needs 
at the discretion of Customer Services. 

2.2.6 Electric and/or water service may be connected without the presence 
of the Customer. The service may be connected either manually by a 
TPU employee on site or by remote means as available.  The 
Customer assumes all risk3. 

2.2.7 A service establishment fee will be imposed in accordance with TMC 
12.01.010  when a new account is established for a single service or 
combination of services (electric, water, solid waste, wastewater, 
and/or surface water). 

 

                                            
3
 See TMC 12.06.150 and 12.10.115 
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2.2.8 If the owner of a service premises initiates an Owner Allocation 
agreement, the electric, water, or other related services to such 
premises may be continued between tenant occupancies. When such 
agreement has been made, and complied with, the service 
establishment fee due upon each new tenancy will be collected from 
the tenant and waived for the owner. 

2.2.8.1 The owner and/or its agent is responsible for providing 
Customer Services with actual change of tenant occupancy 
dates before they occur and must do so as a condition of 
any waiver of service establishment fees. 

2.2.8.2 Failure of owner and/or its agent to notify Customer Services 
of occupancy changes before they occur may result in 
revocation of the Owner Allocation agreement and/or the 
assessment  of the service establishment fee upon the 
owner. 

2.2.8.3 The Owner Allocation agreement shall indicate the specific 
services (electric, water, solid waste, wastewater, and/or 
surface water) for each service address premise. Use of 
services not included in the Owner Allocation agreement will 
be charged a service establishment fee. 

2.2.8.4 Notwithstanding compliance with an Owner Allocation 
agreement, electric, water or other related services may be 
disconnected for non-payment of utility service bill(s). 

2.2.9 An account for utility service(s) provided to multiple units or a common 
area at a single service premises must be established and remain in 
the name of the service premises owner, the owner’s authorized 
management company, or the homeowners association served by 
such account, as the case may be.   

2.2.10 If unauthorized electric or water service connection, reconnection, and/ 
or use of utility services is discovered, Customer Services and/or TPU 
may disconnect such service from the utility system. Any service(s) 
disconnected under these circumstances shall not be reconnected until 
(i) all charges, including cost of investigation and damages, and other 
applicable fees are paid in full, and (ii) Holds removed and/or any 
additional requirements have been satisfied. 

2.2.10.1 Damages shall include, but not be limited to, the value of 
electric or water service used without authorization. In the 
absence of evidence to the contrary, such value will be 
calculated by Customer Services based on an estimate of 
consumption (i) from the time the Customer’s service  
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 account was opened until the date unauthorized connection, 
reconnection, and/or use of utility services was discovered, 
and (ii) in a quantity comparable to historic service use at the 
service premises. 

2.2.11 Uniform procedures for the administration of this Chapter are found in 
the Customer Services Procedures document.  Such Procedures 
include additional guidance concerning: (i) application for service, (ii) 
change of service, and (iii) the designation and responsibilities of 
Customers (as Account Holders legally liable for account charges) and 
Customer agents or representatives (as Authorized Agents entitled to 
receive account information and make limited account transactions). 
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III. DEPOSITS 

 
3.1 Introduction 

3.1.1 Prior to establishing a new account or furnishing utility services, 
security to guarantee payment for services is required.  Upon request 
for electrical, water, and/or  commercial solid waste service, applicants 
and existing Customers are required to pay a cash deposit or security4, 
unless waived by Customer Services. Deposits or security shall be in 
accordance with the provisions set forth below in Section 3.2 
(residential service), Section 3.3 (commercial service), and Section 3.4 
(adequate assurances in bankruptcy).  These provisions are subject to 
change based on changes in State law or City Code. 

 
3.2 Residential Deposit Policies  

3.2.1 A security deposit in the following amounts5 shall be required for all 
new applications for a residential utility account and service, unless 
waived pursuant to these Policies: 

3.2.1.1 Electric security deposits are based on the type of residence:   

 Residential housing up to 4 units $200.00 per unit 

 Apartments 5 units or above  $100.00 per unit 

3.2.1.2 Water security deposit will be $75.00 

3.2.1.3 Solid Waste security deposit will be $0.00 

3.2.1.4 Wastewater security deposit will be $0.00 

3.2.2 Security deposits may be required from existing Customers, owners, 
and tenants that do not have a satisfactory payment history including, 
but not limited to:  

3.2.2.1 Two (2) or more return payments not honored by a financial 
institution in a twelve (12) month period. 

3.2.2.2 Service disconnection for unpaid charges two (2) or more 
times in a twelve (12) month period. 

3.2.2.3 If the security deposit was waived because inaccurate 
information was provided. 

                                            
4
 See Revised Code of Washington (RCW) 35.21.217(1) and TMC 12.06.100 and 12.10.050 

5
 Subject to City Code, as the same may hereafter be amended 
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3.2.2.4 If a security deposit was previously waived based on a 
payment or deposit guarantee instrument that has been 
breached or is no longer in effect. 

3.2.2.5 Other irregular payment or credit activities that result in 
administrative costs or burdens to the City.   

3.2.3 Security deposits may be waived if one or more of the following criteria 
is met at or within thirty (30) days from service establishment date: 

3.2.3.1 Title owner of the service premises. 

3.2.3.2 Purchaser of service premises pursuant to a recorded Real 
Estate Contract.   

3.2.3.3 An applicant or customer renting, leasing, or leasing with an 
option to purchase the service premises and one of the 
following is satisfied: 

A. Has established satisfactory payment history with 
Customer Services.  

B. Provides a satisfactory history of credit from another 
electric, water, or natural gas utility for a minimum of 
twelve (12) months within the past two (2) years. 

C. Customer Services may verify satisfactory credit history 
through its third party credit bureau vendor.   

D. A signed payment guarantee instrument is on record with 
Customer Services, pursuant to which the owner of the 
service premises is liable for unpaid charges including, 
but not limited to, the security deposit. 

E. The security deposit for electrical service will be waived if 
the Customer agrees to enroll in the Tacoma Power pre-
payment service when advanced meter infrastructure is 
available and installed at the service premises. 

3.2.4 When a security deposit is required under these Policies, a letter 
requesting the deposit will be sent to the Customer. Security deposits 
are due within thirty (30) days of the service establishment date; 
Provided, that in cases of returning applicants seeking service at the 
same service premises, such deposits will be due sooner as 
determined by Customer Services.  

3.2.4.1 Credit action may begin if any required security deposit has 
not been paid or an Approved Payment Agreement has not 
been established in the allowable time period.   
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3.2.4.2 If service is disconnected because of non-payment of a 
security deposit, lack of an Approved Payment Agreement, 
or failure to make payment pursuant to such Approved 
Payment Agreement, the service may not be reconnected 
until full payment of the security deposit and all outstanding 
charges are paid. 

3.2.5 The security deposit will be held, without interest, for a minimum of 
twelve (12) consecutive months of  satisfactory payment  history from 
the date the security deposit was paid in full. Customer Services will 
continue to hold the security deposit for a longer period, as determined 
by Customer Services, if satisfactory payment history is not maintained 
by the Customer.   

3.2.6 The security deposit will be refunded after deduction of any accrued or 
outstanding charges and fees -- which may be estimated by Customer 
Services -- at such time as the Customer notifies Customer Services to 
close the account and terminate service. 

3.2.6.1 Upon account closure Customer Services will first apportion 
and apply deposit funds to the utility service for which such 
funds were collected to the earliest incurred charges.  Any 
remaining security deposit will be applied to other 
outstanding utility charges. 

3.2.6.2 When a Customer moves from one service premises to 
another within TPU’s service area, deposits may be applied 
to the closing invoice(s) or other TPU accounts associated 
with the Customer.   

3.2.7 Customer Services may apply all or any part of a security deposit held 
upon the Customer’s default in payment of utility charges and may 
require additional deposit amounts or a change in the type of security 
based on a change in a Customer’s service status. 

 
3.3 Commercial Deposit Policies 

3.3.1 Security deposits in the following amounts are required of all new 
applications for a commercial utility account and service, unless 
waived pursuant to these policies:  

3.3.1.1 The electric deposit is an amount equivalent to, but not less 
than, the highest two (2) months’ charges for the service 
premises in the prior twenty-four (24) months. 

3.3.1.2 The water deposit is the amount equivalent to, but not less 
than, the highest two (2) months’ charges for the service 
premises in the prior twenty-four (24) months. 
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3.3.1.3 A security deposit may be calculated if there is no history at 
a new service premises or a change of business.  The 
calculation may be based on an estimate of a similar 
business usage, or following two or more invoices for the 
Customer at the new service premises, at the discretion of 
Customer Services. 

3.3.1.4 The solid waste deposit is four times the monthly rate.  

3.3.2 Security deposits may be requested from existing Customers, owners, 
or tenants when the Customer, owner or tenant do not have a 
satisfactory payment history including, but not limited to:   

3.3.2.1 Two (2) or more returned payments by a financial institution 
in a twelve (12) month period. 

3.3.2.2 Service disconnection for lack of payment two (2) or more 
times in a twelve (12) month period. 

3.3.2.3 If the deposit was waived because of inaccurate information 
provided. 

3.3.2.4 If a security deposit was previously waived based on a 
payment or deposit guarantee instrument that has been 
breached or is no longer in effect.     

3.3.2.5 Other irregular payment or credit activities that result in 
administrative costs or burdens to the City. 

3.3.3 Security deposits may be waived if one or more of the following criteria 
is met at or within thirty (30) days from the service establishment date: 

3.3.3.1 Title owner of the service premises. 

3.3.3.2 Purchasing of service premises pursuant to a recorded Real 
Estate Contract. 

3.3.3.3 An applicant or Customer renting, leasing, or leasing with an 
option to purchase the service premises and one of the 
following is satisfied: 

A. Has established a satisfactory payment history with 
Customer Services.  

B. Provides a satisfactory history of commercial credit from 
another electric, water, or natural gas utility for a 
minimum of eighteen (18) months within the past two (2) 
years. 
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C. Customer Services may verify satisfactory credit history 
through its third party credit bureau vendor.   

D. A signed payment guarantee instrument is on record with 
Customer Services, pursuant to which the owner of the 
service premises is liable for any unpaid  charges. 

E. A signed promissory note or other legally sufficient letter 
of credit or other fiduciary documentation is accepted by, 
and is on record with, Customer Services.  

3.3.4 When a security deposit is required under these Policies, a letter 
requesting the deposit will be sent to the Customer. Security deposits 
are due within thirty (30) days of the written notification date; provided, 
that in cases of returning applicants seeking service at the same 
service premises, such deposits will be due sooner as determined by 
Customer Services. 

3.3.4.1 Credit action may begin if any required deposit has not been 
paid or an Approved Payment Agreement has not been 
established in the allowable time period. 

3.3.4.2 If service is disconnected because of non-payment of a 
security deposit, lack of an Approved Payment Agreement, 
or failure to make payment pursuant to such Approved 
Payment Agreement, the service may not be reconnected 
until full payment of the security deposit agreements and all 
outstanding charges are paid. 

3.3.4.3  The security deposit will be held, without interest, for a 
minimum of twelve (12) consecutive months of satisfactory 
payment history from the date the security deposit was paid 
in full. Customer Services will continue to hold the security 
deposit for a longer period, as determined by Customer 
Services, if satisfactory payment history is not maintained by 
the Customer. 

3.3.4.4 Upon written request by a Customer, Customer Services will 
review the Customer’s deposit status to determine whether 
the Customer’s security deposit should (i) continue to be 
held, or (ii) applied to the Customer’s open utility account(s) 
conditioned upon substitute security provided by the 
Customer in the form of a signed payment guarantee 
instrument, promissory note, or letter of credit. The 
Customer may request such review at any time following 
account establishment, but not more frequently than once 
every twelve (12) months.  The determination to change 
deposit status shall be made in the sole discretion of  
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 Customer Services based on the business risk involved and 
the best interests of TPU. Any determination that changes 
the Customer’s deposit status must be approved by the 
Customer Services Manager.  If a security deposit is applied 
to the Customer’s account, Customer Services may require 
a new security deposit be made at any time due to the 
Customer’s subsequent failure to maintain a satisfactory 
payment history.  

3.3.5 The security deposit will be refunded after deduction of any accrued or 
outstanding charges and fees -- which may be estimated by Customer 
Services -- at such time as the Customer notifies Customer Services to 
close the account and terminate service, or as otherwise determined 
pursuant to Section 3.3.4.4 above. 

3.3.5.1 Upon account closure Customer Services will first apportion 
and apply deposit funds to the utility service for which such 
funds were collected to the earliest incurred charges.  Any 
remaining security deposit will be applied to other 
outstanding utility charges. 

3.3.5.2 When a Customer moves from one service premises to 
another within TPU’s service area, deposits may be applied 
to the closing invoice(s) or other TPU accounts associated 
with the Customer.   

3.3.6 Customer Services may apply all or any part of a security deposit held 
upon the Customer’s default in payment of utility charges and may 
require additional deposit amounts or a change in the type of security 
based on a change in a Customer’s service status. 

 
3.4 Adequate Assurance For Post-Bankruptcy Service 

3.4.1 Residential Customers.  Except as otherwise provided under federal 
bankruptcy law6, a residential Customer is required to provide an 
adequate assurance of payment for future service within twenty (20) 
days of filing a petition for bankruptcy. If TPU is notified of such petition 
or is listed as a creditor, an adequate assurance deposit must be 
provided within twenty (20) days of such notice or a written request for 
such deposit by Customer Services. 

3.4.2 Commercial Customers. Except as otherwise provided under federal 
bankruptcy law7, a commercial Customer is required to provide an 
adequate assurance of payment for future service within twenty (20) 
days of filing a petition for bankruptcy or within twenty (20) days of 

                                            
6
  See 11 U.S.C. §366 

7
 See 11 U.S.C. §366(c)(2), as the same may hereafter be amended. 
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written request by Customer Services, if any of the following conditions 
exist: 

3.4.2.1 The Customer has seven (7) or more credit points, indicating 
a less than acceptable payment history for utility service.  
Customer Services may, at its discretion, consult with the 
City Attorney’s Office on a  case-by-case basis for 
Customers having seven (7) or more credit points to 
determine cost-effectiveness of pursuing adequate 
assurance and/or objecting to debtor motions to limit or 
avoid post-petition utility service deposits. 

3.4.2.2 Customer Services determines, in its sole discretion, that the 
Customer’s prior payment history or any other circumstances 
demonstrate an unacceptable risk of non-payment of future 
utility service. 

3.4.3 An adequate assurance of payment required under these Policies is in 
addition to any previous security deposit paid to or held by Customer 
Services.  Per 11 U.S.C. § 366(c)(4), Customer Services may apply 
such security deposit to any pre-petition debt owed without notice. 

3.4.4 Adequate assurance of payment will be in the form of a deposit or 
other form of security satisfactory to Customer Services and will be in 
the amount equivalent to, but not less than, the two (2) highest months 
of charges for the service premises over the past twelve (12) month 
period. 

3.4.5 Failure to timely provide adequate assurances satisfactory to 
Customer Services shall, in Customer Services’ sole discretion, result 
in termination of further utility service.   

3.4.5.1 If service is disconnected due to non-payment of the 
required adequate assurance, the service may not be 
reconnected until full payment of such adequate assurance 
and all outstanding post-petition service charges and fees 
are paid. 

3.4.6 Except as otherwise ordered by the bankruptcy Court, the adequate 
assurance deposit, or credited security, may be applied to the account 
after three (3) years, provided that the Customer has maintained good 
credit during the past twelve (12) consecutive months. 
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IV. INVOICES FOR SERVICE 

 
4.1 Introduction 

4.1.1 Customer Services will invoice Customers for utility services. Billing 
options are available to Customers.  Customers with questions 
regarding their billing invoices may contact Customer Service for 
assistance. 

4.1.2 All charges for utility services provided by the City shall be the 
personal obligation of the Customer and/or the person(s) that applied 
or signed for or that received such service.  Additionally, the City shall 
have all lien rights granted by State laws against the service premises 
where such service charges were incurred.  Except as limited by State 
law, the Director of Utilities, shall have the absolute authority to refuse 
to furnish service to, to discontinue service to, or to refuse to resume 
service to any applicant or Customer on account of the failure to pay 
delinquent utility invoices owing the City by such applicant or 
Customer, whether such invoice covers charges for service at the 
premises sought to be served or elsewhere.8 

 
4.2 Policies 

4.2.1 Meter Reading. Electric and water meters are read either monthly, 
bimonthly or at otherwise determined intervals for invoice and billing 
purposes.  

4.2.1.1 Meter reading schedules are available to all Customers. 

4.2.1.2 If an actual meter reading cannot be obtained by Customer 
Services or TPU because of limited access, severe weather, 
major disaster or by other cause beyond the City’s 
reasonable control, the meter reading will be estimated. The 
Customer’s invoice will note that the meter reading is 
estimated. 

4.2.1.3 Estimated meter readings will be generated as part of the 
invoice process for bimonthly accounts with Budget Billing.  

4.2.1.4 When approved by Customer Services, at its sole discretion, 
the Customer  may provide meter readings to Customer 
Services. In such cases. Customer Services will verify the 
meter reading(s) to determine if such reading(s) fall within 
the expected ranges.  

                                            
8
  See TMC 12.06.110 and 12.10.130. 
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4.2.1.5 Any meter readings that fall outside expected ranges may be 
reviewed by Customer Services and or TPU during the 
billing process prior to creating a customer invoice. 

4.2.1.6 A Customer may be required to pay additional fee(s) when 
billing reconciliation action is required due to restricted 
access.9  

4.2.2 Customer Invoicing.  Customer invoices will be prepared and issued by 
Customer Services.  Invoices  are deemed issued upon one or more of 
the following: 

4.2.2.1 Mailed; and/or 

4.2.2.2 Electronically made available by Customer Services for 
Customer review based upon a documented Customer 
request. 

4.2.3 An invoice will be issued to the Customer for each utility account. As 
determined by Customer Services, the invoice will include all utility 
services provided under the account.    

4.2.4 Unless otherwise specified in City Code, the invoice shall be due and 
payable within fifteen (15) days from the date the invoice is issued by 
Customer Services. 

4.2.4.1 Alternate invoice due dates may be available at the 
Customer’s request. 

4.2.5 Pursuant to RCW 35.21.217, upon written request by a residential 
service premises owner or owner’s agent, notice of a residential 
tenant’s delinquency will be provided to such owner or owner’s agent.   

4.2.6 Customer invoices may reflect the following transferred balances:  

4.2.6.1 Unpaid delinquent charges on a closed utility account, for 
which the Customer is financially responsible per the 
provisions in Chapters 12.06, 12.08, 12.09, and 12.10,TMC 
.10 

4.2.6.2 Unpaid balance(s) for utility service provided to the 
Customer at a prior service premises. 

4.2.6.3 Other lawfully assessed charges including, but not limited to, 
returned payment(s), delinquent conservation loan balances, 
non-returned equipment, equipment tampering, and costs or 

                                            
9
 See TMC 12.01.010 and/or Customer Services Procedures 

10
 For example see section 12.06.110C and Section 12.10.130 
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damages resulting from unauthorized connection, 
reconnection, and/or use of utility services.  

4.2.6.4 Credit balances from closed utility accounts and other utility 
account management activities.   

4.2.7 Invoices may reflect a credit based on a discount residential rate. The 
discount residential rate is available for Customers who meet 
established income and age or disability requirements as provided by 
City ordinance.11 

4.2.8 Monthly invoicing is available for residential Customers enrolled in 
budget billing. 

4.2.9 Disclosure of billing records. Customer Services may provide copies of 
a Customer’s billing and invoice records to a third party upon the 
Customer’s written request or consent.  Such consensual disclosure 
requests shall not be processed as a public records request.  

4.2.9.1 The owner of a service premises or their agent may, upon 
request, be provided a copy of tenant invoice(s) as 
necessary for such owner to confirm and pay all outstanding 
and lawfully assessed utility service charges and fees 
including, but not limited to, statutory utility lien charges.  

4.2.9.2 A Customer’s Authorized Agent12 may request and be 
provided such Customers’ account documentation and 
information. 

4.2.9.3 Other requests for utility account balances.  

A. Upon request by a closing agent pursuant to Chapter 
60.80, RCW, Customer Services will provide estimated or 
actual final account balances.  Per RCW 60.80.005(1), 
such balances will include all lawfully assessed charges 
and amounts owed on the account. 

B. Upon request by a person or entity that has 
demonstrated a legal interest in or authority over a 
service premises, Customer Services will identify the 
account balance(s) owed with respect to such service 
premises. Upon request, Customer Services may provide 
statutory utility lien balance(s) in the form of an Itemized 
Statutory Utility Lien Statement.  

                                            
11

 See TMC 12.06.165, 12.08.360, 12.09.090, and 12.10.400 as the same may hereafter be amended. 
12

 As defined in, and pursuant to,  the Customer Services’ Account Association procedures set forth in the 
Customer Services Procedures document. 
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4.2.9.4 Policies governing account information related to third party 
payments are set forth in Chapter V (Utility Payments).  

4.2.10 Utility billing errors resulting in retroactive adjustments for under-billing 
shall be limited to a maximum of three years.  Utility accounts that 
have been over-billed will be refunded the full amount of the over-
billing up to a maximum of three years, or up to a maximum of six 
years for accounts with a written contract.  
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V. UTILITY PAYMENTS 

5.1 Introduction 

5.1.1 Subject to the conditions specified in these Policies, a variety of 
payment options and methods are available for Customers to 
conveniently pay their utility service bills. Payment options and 
methods may be restricted due to, but not limited to, returned 
payment(s).  

5.1.2 Monies received in payment of utility service bills will be applied to the 
Customer’s utility account(s) by Customer Services according to the 
Policies set forth in this Chapter. 

5.2 Policies 

5.2.1 Payment options and methods. Payments will be accepted via US 
mail, the official TPU website, telephone, pay stations (kiosks), and in 
person at the TPU Administration building.  Payments may also be 
accepted pursuant to Approved Payment Agreement. 

5.2.1.1 Customer Services is authorized to accept a variety of 
payment methods for customer’s convenience.  Methods 
may include, but are not limited to Budget Billing, Automatic 
Payment, and pre-payment. 

5.2.1.2 Customer Services is authorized to take or accept a variety 
of payment tenders for Customer convenience. Tender types 
may include, but are not limited to, personal checks, cash, 
credit card, and other bank-approved methods. 

5.2.1.3 Customer Services may accept payment from third parties13. 
To facilitate payment, Customer Services is authorized to 
provide the amount currently due on an account to the third 
party provided the third party submits sufficient information 
as specified in the Customer Services Procedures. No other 
account information shall be provided without Account 
Holder consent. 

5.2.1.4 Customers who need to make payment arrangements are 
encouraged to contact Customer Services and request an 
Approved Payment Agreement before their bill(s) become  
past due. See Chapter VI, Section 6.2.3, for policies and 
criteria applicable to Approved Payment Agreements. 

                                            
13

  A third party is not an Account Holder or Authorized Agent associated with the utility account to be 
paid. 
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5.2.1.5 Customer Services reserves the right to restrict payment 
options and methods based on, but not limited to, returned 
payment, irregular payment, or credit activity that result in 
administrative costs or burdens to the City. 

5.2.2 Application of payments. All payments, including partial payments, will 
be prorated on total services and applied to the oldest charges first 
unless otherwise designated by the Customer at the time of payment 
and subject to the following:  

5.2.2.1 If a Customer with two or more utility services designates a 
payment to pay the balance owed for one service, said 
designation will be accepted only if the other services are not 
past due.   

5.2.2.2 Payment designated for Tacoma Power pre-payment may 
be exclusive to the pre-payment electric contract account. 

5.2.2.3 Payment for a required security deposit will be processed 
pursuant to Chapter III. 

5.2.2.4 Customer Services will actively cooperate with authorized 
assistance agencies in the processing of utility payments. 
Authorized payments from federal, local, utility and private 
assistance programs will be applied to the designated utility 
service. 

A. Payments from authorized assistance agencies may only 
be applied to the account under which the assistance 
was granted. These payments may not be applied to 
accounts in collection without the Customer’s permission.    

5.2.2.5 Customer Services will apply payments on lienable charges 
according to Washington State utility lien laws (including, but 
not limited to, RCW 35.21.290, 35.21.300,  35.67.200, 
35.67.290 and/or Chapter 60.80, RCW).  

5.2.3 Overpayments or credits on open utility accounts will remain on the 
account and be applied to the next utility invoice.   

5.2.4 Credit balances resulting upon closing of utility account. Unless 
otherwise requested in writing by the Customer, credit balances 
resulting from the closing of the Customer’s utility account will be 
processed as follows: 

5.2.4.1 Single utility account. If the closed account is the Customer’s 
only account, any credit balance will be refunded to the 
Customer. 
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5.2.4.2 Multiple utility accounts. If the Customer has one or more 
other open utility accounts, any credit balance from a closed 
account may be transferred to one or more of those open 
accounts in lieu of issuing a refund.  

5.2.4.3 Credit balances resulting from payment by escrow must be 
refunded per RCW Chapter 60.80. 

5.2.5.4 Transfers of credit balances resulting from closed utility 
accounts may only be transferred to other non-utility City 
accounts at the Customer’s request. 
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VI. CREDIT AND COLLECTION 

 

6.1 Introduction 

6.1.1 The following Policies pertain to utility account credit considerations 
and the requirements for collection of debt for electric, water, solid 
waste, wastewater and/or surface water service charges owing or that 
may become owing on utility accounts.  Additional policies and criteria 
applicable to extension of credit for new or continued utility service are 
found in Chapter II (Application for Service) and Chapter III (Deposits). 

6.1.2 As a general statement of policy, all Customers and applicants for 
utility service shall receive uniform consideration in credit and 
collection matters. 

6.2 Policies 

6.2.1 Duty to pay for utility services. Customers are required to pay for utility 
services provided to them and to pay utility invoices when due. 

6.2.2 The following fees and charges may be assessed by Customer 
Services based on non-payment of utility services provided by the City: 

6.2.2.1 Late payment fees will be assessed in accordance with TMC 
12.01.030 if an invoice for utility service is not paid when 
due. Payment of such fees will be a condition of continued or 
new utility service. 

6.2.2.2 Fees for returned payment(s) from financial institutions will 
be assessed in accordance with TMC 1.36.010, TMC 
12.01.010 and/or TMC 12.01.020. Payment of such fees will 
be a condition of continued or new utility service. 

6.2.2.3 All other collection activity fees as may be authorized by 
current ordinances.  

6.2.3 Upon request by a Customer, an Approved Payment Agreement may 
be available to ensure payment of delinquent account debt and as a 
condition of new or continued utility service.  

6.2.3.1 Customer Services will take into consideration the following 
criteria in evaluating a Customer request for an Approved 
Payment Agreement: 

A. Whether a Customer has a satisfactory payment history 

B. Customer’s previous unauthorized connection, 
reconnection, and/or use of utility service 
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C. Customer’s past fraud or illegal activity 

D. Years of service 

E. Customer’s ownership of service premise 

F. Age of the charges owed 

6.2.3.2 Electric and water service may be disconnected and/or other 
utility services withheld if the Customer fails to establish or 
pay an Approved Payment Agreement.  Services shall not 
be reconnected until all delinquent charges and fees are 
paid in full and/or an Approved Payment Agreement is 
established for all amounts due. 

6.2.4 Customer Services may pursue recovery of any unpaid charges and/or 
fees on a closed utility account including, but not limited to, referral to a 
collection agency. 

6.2.4.1 Collection agencies may, pursuant to applicable law, impose 
additional charges for the collection of unpaid accounts 
referred by Customer Services. Payment of such additional 
charges will be a condition of new or continued utility 
service. 

6.2.4.2 A Customer with an account in collection has the 
responsibility to contact and work with the collection agency 
as necessary to resolve the collection account debt. 

6.2.5 Customer Services may refuse or terminate utility service based on 
non-payment and/or any of the following circumstances:  

6.2.5.1 Outstanding statutory utility lien against the service 
premises.  

A. Customer Services is authorized to enforce any and all 
Washington State utility lien laws, which are applicable to 
municipally owned utilities. These laws include, but are 
not limited to, the right to collect up to four (4) months’ 
charges on electricity and water and six (6) months 
charges on wastewater and surface water service.   

B. Customer Services will enforce a statutory utility lien 
against the owner of the service premises for fraudulent 
or illegal activities perpetrated by, or with knowledge of, 
that property owner. 

6.2.5.2 Unauthorized connection, reconnection, and/or use of utility 
services.   
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A. Customer Services shall pursue recourse under State 
statutes and/or City ordinances for recovery in cases of 
unauthorized connection, reconnection, and/or use of 
utility service or equipment tampering. Recourse may 
include, but is not limited to, the following:  

i. If an electric or water service has been 
disconnected and is reconnected without authority, 
Customer Service shall disconnect the service. 
Service may not be reconnected until all charges 
and costs associated with the diversion are paid in 
full including, but not limited to, value of power or 
water diverted, costs of investigation, and 
collection fees. 

ii. Customer Service shall assess fees in accordance 
with TMC Title 12 governing equipment tampering 
or damage.  

6.2.5.3 Outstanding Hold. A Hold prevents activation of service 
requests due to, but not limited to, outstanding utility debts, 
service premises infrastructure code violations, safety 
concerns, or illegal activities. Service may not be provided 
until all Holds have been released. 

6.2.5.4 Electric service may be terminated pursuant to TMC 
12.06.115 if a Customer defaults on an energy conservation 
loan agreement. 

6.2.5.5 Failure to pay utility service surcharges adopted by 
ordinance. 

6.2.5.6 Customer Services may require any payment due under this 
Section 2.5 to be in the form of cash, money order, or 
certified check. 

6.2.6 Billing disputes. Customers who choose to dispute their utility service 
bills must promptly exercise their right to do so in compliance with the 
bill dispute process set forth below.  A Customer’s failure to comply 
with the applicable bill dispute process shall be deemed to have 
waived the right to dispute their bill.  

6.2.6.1 For accounts in collection: The Customer is expected to 
promptly respond to notice(s) issued by the City’s collection 
agency and make good faith efforts to resolve any questions 
or disputes regarding the debt specified in such notice(s). If, 
after contacting the collection agency and making such good 
faith efforts, the Customer continues to dispute any amounts 
owing on the collection account, the Customer may contact 
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Customer Services and follow the process specified in 
Section 6.2.6.2 below.    

6.2.6.2 For all other utility accounts: The Customer must contact 
Customer Services either by calling (253) 502-8600 or in 
person during regular business hours at the Tacoma Public 
Utilities (TPU) Administration Building, 3628 South 35th ST, 
Tacoma, WA. to request an informal conference. 

 

A. To request an informal conference, the Customer must 
fully fill out and timely submit a “Statement of Disputed 
Utility Bill” form.  The Customer may obtain this form by 
requesting it from Customer Services no later than four 
(4) business days following the due date of the disputed 
invoice -- or the date the Customer contacted the City’s 
collection agency. No conference or further review of the 
Customer’s billing dispute will be available if the fully 
completed Statement of Disputed Utility Bill form is not 
submitted to Customer Services within seven (7) 
business days following the date the dispute form is 
mailed or otherwise provided to the Customer. 

B. Informal conferences will be held at the Customer 
Services offices. The Customer may be accompanied or 
represented by another person.  The Customer will be 
advised of Customer Services’ decision and any action 
regarding the disputed bill in writing at or immediately 
following the informal conference.  

C. If the Customer disputes the conference decision made 
by Customer Services and desires further review, the 
Customer may request a hearing before the City’s 
Hearings Examiner.  To request a hearing, the Customer 
must fully fill out and submit a “Request For Hearing 
Regarding Disputed Utility Bill” form.  Customer Services 
will provide the review request form to the Customer at 
the informal conference upon request or the Customer 
may obtain this form by contacting Customer Services.  
The Customer must deliver a fully completed Request for 
Hearing form to Customer Services within seven (7) 
business days after the form is provided or mailed to the 
Customer. The appeal will be processed in accordance 
with the requirements of Chapter 1.23, TMC.  
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D. Customers are entitled to a hearing only on matters 
related to errors in billing, meter operation, meter 
reading, applicable ordinance rate or substantially similar 
issues.  The hearing office shall not hear nor decide 
disputes nor complaints challenging (i) the validity or 
reasonableness of an ordinance rate; (ii) the City’s 
authority to impose an ordinance rate; or (iii) the authority 
for a deposit or the amount of a requested deposit.  

6.2.6.3 All utility charges and fees, except those portions that are 
under dispute, must be kept in a current paid status to avoid 
termination of service.  The contested portion of the utility 
service will not be terminated until the bill dispute process 
stated above has been completed; provided, however, that 
service may be terminated by the Director during the dispute 
process if evidence exists of fraud or abuse of process by 
the Customer. Upon receipt of the decision, any amounts 
determined to be owed by Customer shall be paid within 
three (3) business days to avoid termination of service.   

6.2.7 Owners of service address premises, or their designated agent(s), 
shall be responsible for ensuring that Customer Services is notified 
and provided with accurate  information necessary to properly bill for 
utility services at the time tenants/occupants move in and/or move out 
of their premises.  Owners may be held liable for any charges incurred 
if the required information is not provided to Customer Services. 
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VII. MISCELLANEOUS 

 

7.1 Customer Services may terminate service if any misconduct relating to utility 
services occurs.  Recourse shall be pursued under State law and/or City 
ordinance to recover costs associated with these actions. 

7.2 Customer Services may refuse service or may take appropriate actions to 
terminate service, if the safety of Customer Services employees or any City utility 
employees is in jeopardy. Threats will not be tolerated. A written 
acknowledgment letter will be provided and must be signed by the customer prior 
to reconnection or continuation of service.  

7.3 If there are conflicts between separately written contracts and these Customer 
Service Policies, the separately written contracts shall control and govern the  
resolution of such conflicts. 

7.4 Customer Service will provide information regarding  the winter shut-off policy in 
accordance with RCW 35.21.300 Utility Services—Limitations on termination of 
service for residential heating. 

7.5 Additional consideration before disconnect of service may be given to Customers 
who have provided Customer Services with proper documentation of life 
sustaining equipment dependent upon utility service. 


