CUSTOMER SERVICE POLICIES
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1.

11

GENERAL POLICIES

General Conditions for Service

1.

The City of Cookeville will provide service to apgants who are of majority
age, have no prior outstanding delinquency with @, and who provide

satisfactory proof of identity. Each customer Wil required to execute a utility
service agreement.

When a consumer’s utility service has been termahdbr nonpayment, the
utility service will not be restored to the consuno@til his or her delinquent
account is paid in full.

When an applicant for new utility service has rediavith a presently delinquent
customer of the City during all or part of the tinvben the delinquent bill was
incurred, and when the delinquent customer wilb &ls residing at the residence
to which the new utility service is requested, smrwvill not be provided to the
applicant until the account of the delinquent costo is paid in full, or
satisfactory payment arrangements are made.

When an applicant for new utility service neith&ns nor intends to reside at
the residence to which the new utility servicegguested, and when a presently
delinquent customer will be residing at said preniservice will not be
provided to the applicant until the account of tdefinquent customer is paid in
full, or satisfactory payment arrangements are made

Both parties in a marriage are responsible for panof a utility bill at a
residence they share. However, one spouse caerfwld liable for a past debt
at a location inhabited by the other spouse pwothe marriage; if requested,
service may be provided in the name of the new sposubject to the usual
credit criteria. Collection of the former debt sldbcommence immediately.

Occupants are not responsible for utility accountkess they are parties to a
residential utility contract. It is the City’'s mtéce to require all responsible
occupants to execute a utility contract within feen (14) days of the date of
application. If after fourteen (14Jays all occupants have not executed the
contract the customer will be given five (5) daystice that service will be
interrupted because of a failure of the customernteet the customer’s
contractual obligations. In the event a custonxexcetes a new utility account
contract the City may add any unpaid amounts tactistomer’s bill even if the
services were incurred at a different address laaCity discovers the existence
of an unpaid account at a later date.

In case of the death of a customer, the servicé bl removed from that
person’s name as quickly as possible. During gmlibhe account will be billed



to the personal representative of the estate of diitomer. Following
disposition of the estate, the service will beddilin the name of the occupant of
the premises. In the case of an immediate faméyniver, the change of name
will be arranged without charge. Standard iderdiion questions will basked.

1.2  Application for Service

Residential customers may be required to make @gifn for new service or changes
to existing service. New service will not be gehtto minors without suitable
guarantee, or proof of emancipation. Applicatiomsinbe made in person at the
Customer Service Department. Service will be cotatethe day the customer requests
such service provided that the request is recelyed:00 PM. All requests for same-
day service received after 2:00 PM will be subjectadditional service charges as
defined in the City Municipal Code. Failure to uegt service in a timely manner may
result in a delay in providing utility service. Pplpcants for new service must provide
identification, such as Driver's License, SocialciB&y Card, Passport, or Birth
Certificate before utility service is provided. sfomers who are leasing must provide a
copy of the lease listing all tenants before serwidll be provided. Application and
service charges may be charged to the customess Utility bill provided that the
customer does not have a delinquent account watiCtty of Cookeville.

1.3  Service Charges

1. A full service charge will be applied to any new-established, or additional
account where it is necessary for the City to gah® premise to establish
service. Customers applying for utility servicedaproviding an incorrect
service address will be required to pay an addaliservice charge if the City’s
service employee has already made a trip to theceeaddress provided by the
customer.

2. A service reconnection charge must be paid attithe of reconnection after
disconnection due to non-payment of a bill.

3. No service charge will be billed to an accounthie tase of a reconnection of an
existing customer at the same address followingodisection due to an act of
God.

1.4  Change in Customer of Record

Changes in the customer of record for existingdessial customers may be granted
under the following conditions:

1. The change in customer name or status as a rdsmarmiage, divorce,
legal name change or death; or



2.

15 Customer Checks

The customer has satisfactory identification orutnentation in the new

name or status.

Government, corporate or personal checks or mondgr® may be accepted for
payment of any bills owed the City and any amowsractual amount of the bill will
be applied to the customer’s account. Checksnetlby the bank shall be immediately
charged back to the customer’s account, and aneducheck charge will be assessed in
accordance with the City Municipal Code. See $ecti.16 (5). Any customer account
with three returned checks, within a 12-month prieill be required to make future
payments, for a 12-month period, in the form oh¢ascashier’'s check or money order.

1.6  The City of Cookeville’s Right to Refuse or Dis  continue Service

The City may refuse to connect or may discontirergise for violation by the customer
of any of the City’'s Rules, Regulations, Polici&wer Contracts, Utility Service
Agreements, or for theft of utilities, includingjtnot limited to the following:

1.

2.

7.

The premises not being in proper repair.

Nonpayment of bills upon 6 (six) working days’ roatito customer.

Fraudulent representation in relation to consunmptibutilities.

Violation of any of the Rules and Regulations onmtg and conditions, or

customer contracts or applications.

Use or application by the customer of the servica imanner or for a
purpose which is detrimental to the service in ganar in his immediate
locality.

When made unlawful by orders, ordinances, or laishe State of

Tennessee or any political subdivision thereof.idénce of tampering

with the meter or other equipment which would catligemeter to fail to

register or to register inaccurately, or for thedfutility or the appearance
of utility theft devices on the premises of custosne

If the customer has an unpaid customer account.

The discontinuance of service for any cause do¢sealease the customer from his
obligation to the City for the payment of bills.

1.7 Meter Access

City of Cookeville service employees and meter eeacgshall have free access to the
customer’s premises at all times for the purposeading meters and testing, repairing,



removing or exchanging any or all equipment belngdo the City of Cookeville. It is
the responsibility of the Customer to insure freeess. If, for any reason, the utility
meter(s) become inaccessible the usage will bmatdd. A $10 service charge will be
added to the customer’s bill if, due to inaccedityhia second trip is required to read or
test a meter. If accessibility problems persisitity1 service may be interrupted until
accessibility is granted. Any additional costgdetore service after interruption or to
maintain proper access will be at the customernease.

1.8 Issuance of Bills

1.

Bills shall be rendered monthly, at intervals besweé?8 and 34 days, unless
unusual circumstances preclude that action. Bitigll be mailed in a timely
fashion, allowing customers sufficient time to plagir bills. The City will mail
all utility bills approximately 15 days before tinet due date. The statement
will contain a due date to pay the net amount; a date to pay the gross
amount; and a FINAL DUE DATE. The FINAL DUE DATE the disconnect
date.

The City will mail all utility bills approximatelyLl5 days before the net due date.
The statement will contain a due date to pay theaneunt; a due date to pay
the gross amount; and a FINAL DUE DATE. The FINBRIUE DATE is the
disconnect date.

Bills shall be sent to the service address, orahgr address designated by the
customer.

Failure to receive a bill will not relieve a custenof his/her obligation to pay
the bill by the FINAL DUE DATE.

The customer is responsible for all utility constimp at his/her premise. If it is found
that the service has not been billed properlyGhe will backbill for utilities consumed
up to the limitations defined in Tennessee Codechated.

1.9 Estimated Bills

1.

There may be times when the City will estimatesbilSuch estimated bills will
be based upon past usage in accordance with igdasttepted estimation
practices.

If agents of the City are unable to obtain acceshé¢ customer’'s meter during
regular working hours, the bill may be estimated.

If a meter fails to register, or if for any otherason consumption cannot be
determined, the City will render a bill to the cusker based on the best
information available.



4. When bills are estimated, the bill shall clearlgioate on its face that the
reading was estimated.

1.10 Credit Classifications

1. Satisfactory or unsatisfactory credit classes Wwél assigned to each account
based on 1) the results of prior history, or 2)irthayment habits while
customers of the City.

2. Satisfactory credit is defined as having no moentthree (3) late penalties, no
disconnections for non-payment, or no more than(@heeturned check within
the previous twelve (12) month period.

1.11 Collection of Final Bills

1. A customer’s final bill is normally produced and ited within thirty (30) days
after the meter has been read.

2. If the bill remains unpaid after collection attestave been made, the account
may be referred to a collection agency.

1.12 Payment Locations

1.13 Rates

Payments may be made at the Customer Service Degartin the City Municipal
Building. For the convenience of the customersigat depository has been provided
near the drive-through entrance of the City MuratiBuilding for the payment of bills
when the office is closed and any payments madeeithevill be accepted for the
customer’'s account and posted the next working daymy customer using the
depository does so at his or her own risk and racsgpt the City’'s accounting for the
amount received by the City.

The City reserves the right to determine the coroéling rate for each customer class.
If a customer can establish that he is being bilted the wrong rate, his rate
classification will be corrected. A refund will Ineade for the applicable period, up to a
maximum allowed by law, for the amount the customas overbilled unless the
incorrect rate was based on information furnishesl €ity by the customer. |If it is
found that a customer has been underbilled, thg @ay collect for all such prior
service, up to a maximum allowed by law.

1.14 Additional Accounts

1. Subject to the conditions in Section 1.5, any austowith a satisfactory credit
history may arrange for additional accounts sulii@¢he same rules and charges as
established by the City Municipal Code.



2.

Any unpaid balance from an additional account mayransferred to the primary
account.

1.15 Bankrupt Accounts

Upon receipt of notice of bankruptcy, the customaccount(s) is/are terminated, and a
new account is established for future billing. Acceptable security payment may be
required within 30 days of the bankruptcy filingela

1.16 Delinquent Utility Accounts

1.

The City will mail all utility bills approximatelyl5 days before the net due date.
The statement will contain a due date to pay theanmeount; a due date to pay the
gross amount; and a FINAL DUE DATE. The FINAL DUBATE is the
disconnect date.

A past-due notice will be mailed to the customaer dt utility bills that remain
unpaid after the date due to pay the gross amoduirttis notice will give the
customer five business days (excluding weekendslegal holidays) to pay the
utility bill or make satisfactory arrangements typhe past-due amount, or request
a hearing.

The late charges will be assessed on any accouohwmains unpaid after the net
payment date shown on the bill. The late chartgeewdl be set by City ordinance.

Utility customers shall be allowed to pay the ni instead of gross, when it is
shown that failure to pay within the specified timenot attributable to any fault of
the customer. This will not be permitted more tbace in one (1) calendar year.

If a customer has paid by check and the checktisrmed for nonpayment prior to
the FINAL DUE DATE, a returned check notice will Ineailed to the customer.
Utility service will be disconnected if the balarmed the returned check charge are
not paid in full by the FINAL DUE DATE. If a chedk returned for nonpayment
after the FINAL DUE DATE, utility service will beisconnected without further
notification.

1.17 Satisfactory Payment Arrangements, Partial Pay = ments & Credit Extensions

1.

A satisfactory payment arrangement for an inaatigknquent utility bill under
$500 is defined as either payment in full or ¥2 (ba#) at the time the
arrangement is signed and the balance in 14 d@yker arrangements may be
made for delinquent accounts over $500 and thesmngements must be
approved by either the Customer Service Managey, @erk/Finance Director
or the Assistant Finance Director.

If a Customer fails to make a payment under a payrmaegangement, the utility
service will be disconnected without further natiion.



5.

Partial payments which are less than any crederestbon agreement, or which
do not pay the account arrearage in full by thegoranged due date, will subject
the account to an interruption of service.

Payment of all overdue amounts, or satisfactoryrgayt arrangements must be
made before service will be provided at a changaduofress for the delinquent
customer or anyone who was living in his/her hookght the time the overdue
amount was accrued.

All payment arrangements must be made in writing.

1.18 Disconnection of Service

1.

No residential disconnection of electric servicerfonpayment will take place at
any residence which is on the Critical Care lisewlthe heat index is projected
to be above 90 degrees

No residential disconnection of electric, watergais service for nonpayment
will take place at any residence when the heatdnsi@redicted to exceed 105
degrees or when the actual high temperature fayasiprojected to be below
32 degrees Fahrenheit.

Customers who wish to discontinue service may dia g&rson or by calling the
Customer Service Department and giving the propentification number

(Social Security Number). Service will be discocted the day the customer
requests such disconnection if the request is rogde00 PM. All requests for
same-day disconnection received after 2:00 PM rbesinade in person at the
Customer Service Department and will be subjecdditional service charges
as defined in the City Municipal Code.

The temporary discontinuance of service at theotnst's request will not
relieve the customer from payment of minimum monitharges according to
the applicable rate schedule. This includes sedsanvice.

The City will not be liable for damages resugtimnom discontinuing service at
any time after the delinquent date.

Accounts coded “Critical Care” shall be routexd the Electric Department
Director for special handling when disconnectiommsiinent.

1.19 Reconnection of Accounts Disconnected for Non- Payment

1.

Service that was disconnected for non-paymenthelirestored upon receipt at the
Customer Service Department of the full amount wdmich the service was

disconnected. Payment must be made in the formash, a cashier’s check or
money order.



2. Payment for reconnection may be made after hourshéo Cookeville Police

Department, 10 East Broad Street, Cookeville, TH038 Only cash payments will
be accepted and no change will be given. Any exadtde applied as a credit to
your utility account.

A service reconnection charge shall apply to ammpant which was interrupted for
non-payment, unless the customer shows a validatselpt showing that the bill
had been paid on a day prior to the date of inptioo.

Any account interrupted for non-payment which remaunpaid after five (5)
business days will be considered a closed accofny. customer paying after that
time will be classified as a new customer, subjecthe standard new customer
policies.

1.20 Procedure for Resolving Disputed Bills

1.

If a bill dispute involves an allegation of arromeous meter reading, the
Customer Service Representative shall follow alndard procedures to
investigate the accuracy of the bill, including amalysis of past usage and
possible changes in consumption patterns; the Ipbssof faulty meter reading;
or customer equipment failure.

Other types of disputes which may involve resgahty for the account, death
of the customer of record, etc. shall be investidahoroughly to ensure that the
proper customer is billed.

Representatives or supervisors shall make what@djustments are necessary
on the account, and notify the customer of theltesdi the investigation.

Customers who continue to dispute the bill, inayeferred to the City Manager
to schedule a hearing

The disputed amount will be noted on the billiagords, but will not relieve the
customer from paying the bill in full, nor shallctua dispute preclude further
billing activities. Utility service will be discoratted unless the bill is paid in
full, under protest.

1.21 Procedure for Informal Hearings

1.

If a customer requests a hearing after his/hgpute has been through the
standard investigation process, all pertinent mftion shall be forwarded to
the City Manager to set up a hearing.

The City Manager will establish a date and tiorethe hearing, and establish a
formal file of all information, contacts, investigans, meetings and meeting
attendees.
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The City Manager, or his designee, other invdblgmployee shall meet with the
customer at the appointed hour at the City municipalding, and the City
Manager or his designee, who is empowered to redisputed bills and rectify
errors, shall act as the informal hearing offidéinutes will be kept of the
hearing. All evidence will be weighed, and the HegaOfficer’'s judgment will
be rendered in writing following his/her delibeaats. Such findings will be
made known to the parties after a deliberationgoeto be determined by the
Hearing Officer at the conclusion of the hearing.

If the customer is not satisfied with the outeoofi the hearing, an appeal may
be made in writing to the City Judge.
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2.1

2.2

2.3

2.4

2.5

CUSTOMER PROGRAMS

Budget Billing

Customers may request billings of their utility osn eleven equal monthly
installments during the year through the City Budg#ling Program. The billing for
the twelfth month will be adjusted for any amounteo or under the total due.
Application for the Budget Billing Program must bede during the month May each
year.

Critical Care Program

When the Cookeville Electric Department (or anyitytdepartment) is made aware of a
customer's reliance upon an uninterrupted poweplgdpr life support equipment, their
account is coded as a “Critical Care” customer spetial efforts are made to maintain
and/or restore utility service. (See 1.18(6))

Social Security Program

Residential customers who are dependent upon itedme from Social Security or
other pension to pay their energy bills may delaynpent of their monthly utility bill
until after they receive their monthly check. Téesistomers should make application
to the Customer Service Department to participatdahe Social Security Net Pay
Program.

Bank Draft Program

Customers may elect to have their bill paymentstedaically debited from their bank
accounts on the net due date. Any payment refligethe financial institution as
nonpayable will be assessed a return check chargess the return was due to bank
error.

Information to Customers

Information concerning current policies is kept public display in the Customer
Service Department.

Upon request of the customer, a 12-month historysafe and billing will be furnished.
Requests for multiple bill histories, or requestsekcess of one (1) per year will be
charged at full labor and associated costs.
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3. COMMERCIAL AND INDUSTRIAL CUSTOMERS

3.1  Application/Contract for Service

Commercial and Industrial customers must make egipdin for new utility service or
changes to existing service. Applicants must glewatisfactory documentation before
utility service is provided. The documentation tmunslude a signature of the owner or
officer of the business.

3.2  Contract and Guarantee Requirements

No guarantee will be required for commercial custsrwhose monthly electric or gas
bill is not anticipated to exceed five hundred ddl ($500). A utility bond or
irrevocable letter of credit will be required fooramercial/industrial customers whose
monthly electric or gas bill is anticipated to exddive hundred dollars ($500). Each
separate meter shall require an appropriate guegaagardless of the number of meters
provided for a single customer or single premisExisting commercial/industrial
accounts that are scheduled for non-pay cut off &wonore times in a twelve month
period shall be required to provide security atestabove. If a bond or letter of credit
expires or is cancelled, the service will be teatea

3.3 Power Contracts

A power contract shall be required for commeranaliistrial customers whose electric
service is greater than 50 KW. The power contraétrred to herein shall be in
conformity with the requirements of the power cantrbetween the Tennessee Valley
Authority and the City of Cookeville, TennesseeheTelectric department shall draft
such contracts as the requirements of each cus®sitration requires and deliver the
same to the new customer and to existing customleose level of demand for service
changed so as to require a new contract. Thearghall be tendered to the customer
for execution. If the customer fails to enter irgaid contract, such failure shall
constitute a delinquency in that account. In addito the other remedies that may be
available to the city, the customer’s continuedeptance of electric service for thirty
(30) days after the tender of said contract magldmmed to constitute acceptance of the
terms thereof, and the electric department mayosifyrihe customer in writing

3.4 Change in Customer of Record

1. The customer of record for a Commercial and $triai account may be
changed without additional contracts or guaranifees

a. The customer requests the name change in writihg request should
be accompanied by proper documentation verifyiragt there is no
change in ownership. The documentation must irclugignature of
the owner or officer of the business.
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b. The account has a satisfactory payment history.

2. A Commercial and Industrial account found toiftbean incorrect name shall be
required to make a new application for service pravide a new guarantee or
contract if the account does not have a satisfagayment history
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Originally Adopted May 1, 2003
Amended as follows:

Adopted September 3, 2004 Amended Chapter lidhech
Chapter 1 — General Policies
Section 5 — Customer Checks

Adopted January 25, 2007 Amended Chapter 1, @exfi7, 19 & 20
Chapter 1 — General Policies
Section 17 - Satisfactory Payment Arrangements, Partial PaymeatsCredit
Extensions

Section 19 — Reconnection of Accounts Disconneftiellon-Payment

Section 20 — Procedure for Resolving Disputed Bills
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