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RECOMMENDED MOTION 

1. That the Water and Wastewater Billing By-law 2011-104 be repealed, and the updated By-law 
attached to FIN014-16 as Appendix “A”, be approved. 

2. That the Extreme Cold Weather Procedure attached to FIN014-16 as Appendix “B” be approved. 

3. That the recommended housekeeping changes to By-law 2011-104, included in the updated By-
law as Appendix “A” to FIN014-16, be approved. 

PURPOSE & BACKGROUND 

Report Overview 

4. The purpose of this staff report is to update the Water and Wastewater Billing By-law 2011-104 to 
include a frozen water services section, propose housekeeping changes that will improve 
collections of arrears and customer service, as well as provide savings in postage.  

5. On June 22, 2015 City Council approved staff report ENV003-15. This report recommended a 
multi-year capital replacement program for water service lines identified by Water Operations 
staff, to mitigate potential frozen water services in the future.  Staff were also requested to 
develop an Extreme Cold Weather Procedure to mitigate future frozen water services.  By-law 
2011-104 was to be amended to incorporate the billing adjustments for the additional cost of 
water being run continuously to avoid freezing.  

  



 

STAFF REPORT FIN014-16 

November 28, 2016 
 

Page: 2  
File:  
Pending #:  

 
 

6. On March 30, 2015 City Council approved staff report CLK003-15. This report dealt with the rising 
cost of postage, initiatives already taken to reduce costs, as well as future initiatives being 
investigated.  Staff were requested to report back to General Committee for any improvements in 
procedures and processes that required Council authorization to address the rising cost of 
postage.  Staff recommend the elimination of the final arrears notice, which will allow for a more 
timely transfer to property taxes and/or turning the water off. 

ANALYSIS 

7. Staff have developed an Extreme Cold Weather Procedure which permits an adjustment to the 
customer’s water wastewater bill that would remove charges for the excess water consumed 
when directed by Water Operations Branch staff to run the water continuously to help mitigate the 
freezing of the water services.  

8. The City will activate the Extreme Cold Weather Procedure under any of the following conditions: 

a) The sum of the average daily temperature on consecutive days reaches - 400 degrees 
Celsius following the first confirmed fall frost event, or 

b) Ground frost level reaches 1.7 metres or deeper, or 

c) It is deemed necessary by the Manager of Water Operations to ensure the continued 
provision of drinking water during periods of extreme cold weather. 

9. Section 15.0 - Frozen Water Services has been added to the By-law defining the adjustment to 
the customer’s account as follows: 

a) If the Extreme Cold Weather Procedure is initiated, the City will advise the owner and, if 
applicable, the occupant, to continuously run the water to mitigate the freezing of the 
water service or provide a temporary water supply. The property owner or occupant will 
not be charged for the excess water used if the frozen service is located on municipal 
property; 

b) If the frozen service is located on private property, the owner or occupant will be 
responsible for the additional costs for the excess water used if the owner/occupant was 
not directed by the City to continuously run the water, and the owner/occupant decides to 
do so anyway. 
 

10. Section 15.0 also includes the incidents where the frozen water services cannot be thawed out, 
and a house to house connection must be provided. The water consumption portion of water bills 
for customers providing and receiving the extra water will be based on an estimated consumption 
value, which will be derived from historical usage at the properties, unless the frozen services are 
located on private property. If the frozen services are on private property, the customer providing 
the water will be charged based on historical usage at the property, the customer receiving the 
water will be charged for the excess water consumption.  

11. Staff report CLK003-15 reviewed corporate postage costs and staff were to continue to monitor, 
investigate, and implement actions that would reduce the spending on postage.   

a) At the time that the staff report was presented in March 2015, the City was paying a rate 
of $0.77 per piece of regular mail. Effective January 11, 2016, this rate has increased to 
$0.80 per piece.  

b) Currently, the City issues 80,000 reminder and final notices each year for those water 
wastewater accounts that are in arrears. The timeline for the payment of water bills is as 
follows: 

i) Water bill payments are due 35 days after the bill date; 
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ii) A reminder notice is mailed 14 days after the bill is due; 

 
iii) A final notice is mailed 14 days after the reminder notice; and, 

 
iv) If the account remains unpaid, the arrears will be transferred to property taxes 14 

days after the final notice is mailed, or the City can begin the water shut off 
process if the bill is in the name of a tenant. This is a minimum of 77 days or 
longer to collect an outstanding water wastewater bill. 

c) Analysis shows that the first reminder notice is only initiating payments in 22% of those 
accounts in arrears.  The remaining 78% of accounts that are still in arrears are then sent 
a final notice. Payments are received from only 25% of these accounts.  

 
d) Staff recommends the elimination of the final notice which will allow for a more timely 

transfer of the arrears to the property taxes, and/or turning the water off. Therefore the 
procedure would be:  

 
i) Maintain the 35 days for the initial due date; 

 
ii) Issue one reminder notice 21 days after the due date; and, 

 
iii) If the account remains unpaid, the remaining arrears can then transferred to 

property taxes 14 days after the final notice is mailed, or the City can begin the 
water shut off process if the bill is in the name of a tenant. 

e) Customer accounts that have been closed and remain outstanding after 35 days should 
be transferred to property taxes as quickly as possible. This will permit the owner to seek 
restitution from their tenant who has moved out or the buyer can seek restitution from the 
seller if the property recently exchanged hands. Therefore section 12.10 was revised to: 
 
i) Payment is due 35 days after the bill date; 

 
ii) Issue one reminder notice 7 days after the due date; and, 

 
iii) If the account remains unpaid, the arrears will be transferred to the property tax 

account 14 days after the reminder notice was mailed.   
 

12. Housekeeping changes that have been incorporated into the revised By-law: 
 
a) Inclusion of additional definitions to ensure the By-law will be understood in its intent and 

implications. 
 

b) Inclusion of ‘remote reading devices’ in the appropriate sections.  These devices are part 
of the water meter reading process; they transmit the water meter readings to computer 
software for analysis and billing purposes. 
 

c) The original By-law did not define when a residential water wastewater rate would be 
applied, versus a non-residential general service rate. The new By-law incorporates the 
definition in section 8.0 and follows the Backflow Prevention By-law (2010-102) 
requirements.  
 

d) The proposed changes also clarify in section 8.19 that all water wastewater charges and 
related fees form a lien on the property as per Section 398 (2) of the Municipal Act, 2001.  
The property owner is ultimately responsible for all water wastewater fees and related 
charges, no matter who used the water or incurred the fees.  
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e) Since 2011, various administrative fees have been introduced and therefore these fees 

have been referenced in the appropriate sections of the By-law. 
 

f) Exemptions, in section 9.0, are provided to those customers that currently use a septic 
system (Class 1), a well (Class 2), or use water in production, irrigation or cooling 
systems (Class 3). Revisions have been made to this section to permit staff to better 
monitor and manage this program through the use of applications, drawings and 
automatic expiry dates. To cover the administrative costs of this program, new fees are 
being proposed by Environmental Services for 2017. These fees will be included in the 
2017 User Fees Schedule, which will be reviewed by Council during upcoming 2017 
Business Plan and Budget deliberations. 
 

g) Previously, as part of the water shut off process, the owner was charged the applicable 
fee for the water shut off at a tenant occupied property. All subsequent fees would be 
charged to the tenant.  Section 12.9 has been revised permitting the tenant to be charged 
for all water shut off fees. If however, the tenant does not pay these fees, the property 
owner is still responsible for all water wastewater fees and related charges.  
 

h) The City has many customers that require only seasonal water services as they may 
close their homes for several months at a time. Section 13.0 defines the terms of use and 
when water and wastewater charges will be applied.  
 

i) Section 14.0 now includes an improved definition of the responsibilities for residential 
versus non-residential properties when they encounter leaks and repairs to water 
services.   

ENVIRONMENTAL MATTERS 

13. There are no environmental matters related to the recommendation.   
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ALTERNATIVES 

14. The following alternatives are available for consideration by General Committee: 

Alternative #1 General Committee could maintain the existing By-law with respect to 
water wastewater billing (i.e. status quo). 

This alternative is not recommended as it does not incorporate the 
Extreme Cold Weather Procedure, nor does it permit the reduction in 
postage costs.  

Alternative #2 General Committee could alter the proposed recommendations to the By-
law by charging customers for the excess water used as a result of frozen 
services, or determining the number or timing of notices sent to customers 
with water arrears, or revising any of the recommended housekeeping 
items.  

Although this alternative is available, it could result in very high water bills 
that customers can’t afford, and/or continued delays in collecting water 
arrears. 
 

FINANCIAL 

15. The City adjusted the water wastewater bills to over 300 accounts for the 2014/2015 winter 
season due to frozen services. This resulted in reduced water wastewater revenue of $230,000. 
The 2015/2016 winter season was significantly milder than normal and as a result there were no 
frozen services on City property. The lost revenue in 2014/2015 will be substantially lowered in 
future years as the Water Operations Branch completes the remediation work for the remaining 
residential properties identified in staff report ENV003-15, and any future identified properties that 
experience frozen services. 

16. The savings associated with removing the second reminder notice for those water wastewater 
accounts that are in arrears is estimated at $26,500. 

17. No additional staff resources will be required to implement any of these recommendations.  

LINKAGE TO 2014-2018 STRATEGIC PLAN 

18. The recommendations included in this Staff Report support the following goals identified in the 
2014-2018 Strategic Plan: 

 Responsible Spending – mitigating future frozen services through a remediation project 
that will reduce the lost water wastewater revenues as a result of adjusting for water 
running continuously, and savings in postage and paper 

 Inclusive Community – improving service to customers that experience frozen water 
services  
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Appendix “A” 

Revised Water Billing and Collection By-law 
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