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WATER ADJUSTMENT POLICY 

Introduction: The purpose of this policy is to assist customers with unexpected water bill 
increases caused by residential water leaks, tampering, theft, billing errors, or other special 
circumstances as deemed necessary by the City of Victor ("City"). 

 

Statement of Responsibility: It is the customer's responsibility to avoid, identify, and repair all 
water leaks on or within their property. The City is not liable for increased costs or damages 
caused by a leak on the customer's property. The City grants bill adjustments based on merit 
and does not discriminate on the basis of sex, gender, age, race, ethnicity, religion, or place of 
origin.  

 

Timely Protest: Meter readings and charges for water service will be considered accurate 
unless protest is made to the utility billing department within thirty (30) days from billing. 
Protest is made when the customer submits a completed and signed Water Adjustment 
Request Form to the Public Works Administrative Assistant or the Director of Public Works.  

 

Reasons for Water Bill Adjustments:  

Water Leaks: A source of excess water use must be identified for a customer to qualify 
for a water bill adjustment. Excess water use can be identified in the following ways:  

1. Customer identifies a significant increase in water bill over a two-month 
period; and 

2. Customer has knowledge of leak on the service side of the meter AND notifies 
the City within a two-month period; or 

3. City identifies leak during regular meter check and contacts customer by 
phone, mail, or email. If a leak is identified by the City, the customer has 30 days 
from the last notice to have the leak repaired. The City will grant a one-month 
payment extension to the customer if necessary. Extensions beyond one month 
require approval by the City Administrator.  



 
 

Billing Errors: Billing errors qualify for a water bill adjustment. Usage fees arising from 
meter tampering or water theft where the customer is not at fault may qualify for 
Adjustment and will be treated as Billing Errors for purposes of this policy.  

Eligibility for a Water Bill Adjustment: To qualify for a city water bill adjustment, customers must 
meet the following qualifications:  

For Leak Adjustments, the customer must show: 

1. Physical damage to a facility or equipment supplying water to the premises, and the 
damage is: 

o not detectable in the customer's premises except upon metering, 
excavation, or some other disturbance of the property; and  

o not the result of an act of the customer or any agent or contractor hired by 
the customer; AND 

2. the fees associated with the leak are at least 2 times the Average Monthly Water 
Bill, measured at the service address during the previous six-month period; and 

a. repair of the leak within 30 days after acknowledging the leak; and  
b. provide proof of repair (e.g., plumber certification, receipts, etc.) or any 

other relevant documentation requested by the City.  
 

3. The above conditions notwithstanding, the Public Works Director has the latitude to 
consider the circumstances not considered by this policy and make or recommend 
adjustments based on rational factors.  

 
For Billing Error Adjustments, one or more of the following conditions must be true: 

1. City identifies a slow or fast meter during a routine test; or 

2. City identifies non-working meter; or 

3. City identifies a non-working radio read or non-functional radio; or 

4. Customer appeals to City within 30 days from billing, and City identifies 
billing error/meter malfunction/meter tampering/water theft  

 

Calculating Adjustments 

Leak Adjustment Formula: For qualifying leaks, the following calculation shall be used 
to make a bill adjustment:  

Adjustment = Avg Monthly Water Bill + 50% of Usage Fees 



 
 

If no previous usage history is available, consumption may be estimated by comparing 
usage levels of similar customers and under similar conditions. To encourage prompt 
repairs and minimize losses to the customer and the City, only the water bill 
immediately before the repair and immediately after the repair will be considered for 
Adjustment.  

Limitations: Customers are eligible for one Leak Adjustment in a 24-month 
period, provided their protest and request for relief satisfy the conditions of this 
policy. If a customer receives a Leak Adjustment and within 24 months incurs a 
second abnormally high water bill due to a leak, the customer may appeal to the 
City Council for additional relief.  

Billing Error Adjustments: If city staff resolve the billing error in a timely manner, the 
corrected amount will be due at the end of the next billing cycle. If city staff cannot 
resolve the billing error in a timely manner, the monthly water bill will be calculated as 
follows:  

Adjustment = 12-Month Average Usage 

 

Exclusions: Abnormally high water bills due to circumstances other than an undetected leak or 
billing error are not eligible for Adjustment. Such causes include, but are not limited to:  

 leaks that should reasonably have been discovered by the customer or property owner; 
 high usage caused by negligence or failure to properly maintain pools or spas; 
 water using/consuming devices (including but not limited to such items as water 

softeners, autofill devices, irrigation control systems, etc.) that may be malfunctioning; 
 leaks caused by a third party from whom the customer can recover their costs will not 

be considered for a leak adjustment.  

Examples of Exclusions include but are not limited to: 

 vandalism, negligence and construction damage, and unoccupied or vacant 
properties; or 

 leaks caused by anyone other than a city employee accessing or otherwise 
tampering with the meter. 

Additional Conditions: A customer otherwise qualified to receive an Adjustment may be denied 
such Adjustment based on the following conditions: 

 a customer may not receive a Leak Adjustment unless the customer has paid all 
outstanding debts owed to the City incurred prior to the bill in question; or  

 if the customer's property is required to have a backflow prevention device, no 
Adjustment will be granted until the backflow prevention device used for such 



 
 

system has been installed, inspected, tested, and all required documentation 
related to the device is filed with the Director of Public Works.  
 

Authority to Grant Adjustments: The Director of Public Works may grant Leak Adjustments 
forgiving less than $2,500 in total. The City Council must approve Leak Adjustments forgiving 
more than $2,500 in total. The Director of Public Works is not required to seek City Council 
approval for Billing Error Adjustments unless the Billing Error is due to water theft or meter 
tampering, in which case the City Council must approve the Adjustment.  

Application for Adjustment: The customer must submit a completed and signed Water 
Adjustment Request Form to the City's Public Works Department. If a licensed contractor 
performs the repair, an itemized invoice relating to the leak in question must be attached to the 
form. If the property owner performs the repair, a receipt showing the parts purchased for the 
repair must be included. 

  



 
 

 

WATER ADJUSTMENT REQUEST FORM 

FORM INSTRUCTIONS: This form must be submitted to the Public Works Department within 30 
days from billing. 

Billing Adjustment Request Date: __________________________________________________ 

Utility Account Number: __________________________________________________________ 

Name(s) on Utility Account: _______________________________________________________ 

Service Address: ________________________________________________________________ 

Mailing Address: ________________________________________________________________ 

Was the Notification by the City: YES ☐ | NO ☐  

Date of Discovery: ______________________________________________________________ 

Date of Repair: _________________________________________________________________ 

Additional Notes, Observations or Comments: 
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________ 

 

Attachments: Contractor's Itemized Invoice or Itemized Receipts: (Required for consideration)  



 
 

ATTESTATION: I, ____________________________, am the water customer/property owner 
(circle one) responsible for utility payments at service address___________________________. 
I attest and swear that the information contained herein and attached to this form is true and 
accurate to the best of my knowledge. 

 

Signed: _____________________________ 

         (Customer/Property Owner) 

 

Witnessed: __________________________ 

  (City Representative) 

 

BELOW THIS LINE IS FOR CITY USE ONLY 

I have reviewed and investigated this request for relief. Based on my review and investigation:  

� I approve a water leak adjustment per the City's Water Leak Adjustment Policy. The 
adjusted amount due to the City and payable within 30 days is: $_________________.  
 

� I deny a water leak adjustment per the City's Water Leak Adjustment Policy. 

 

� I refer the request to the City Council for Additional Consideration. 
 

Explanation: 
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________ 

 

Name: ___________________________ 

Title: _____________________________  

Date: _____________________________ 

CC: City Administrator; City Treasurer  


