FREQUENTLY ASKED QUESTIONS: UTILITY BILLING

CONTACT INFORMATION

WHERE ARE YOUR OFFICES LOCATED?
Below are the addresses of various locations to pay your utility bill. Please note some locations DO NOT
accept cash or late payments.

Main Office
325 Central Ave.
Monday - Friday 8 am -5 pm

Satellite Office

Enoch Davis Center

1111 18th Ave.S.

Monday - Friday 8 am -5 pm

Drop Box Location

MSC Building

325 Central Avenue AND 1 Fourth Street North (outside the building)
(Only accept checks or money orders. No cash or late payments)

WHAT ARE YOUR HOURS OF OPERATION?
Please see the above listed Contact Information for the Main and Satellite office hours of operation.

WHAT ADDRESS SHOULD | MAILA LETTER OR PAYMENT TO?
Mail payments to:

City of St. Petersburg

Billing & Collections

PO Box 33034

St. Petersburg, FL 33733-8034

Mail letters to:

City of St. Petersburg

Billing & Collections

PO Box 33037

St. Petersburg, FL 33733 - 8037

WHAT NUMBER DO | CALLTO SPEAKWITH A CUSTOMER SERVICE REPRESENTATIVE?
Dial 727-893-7341 to speak with our representatives in the Customer Call Center.

UTILITY SERVICES

HOW DO | APPLY FOR UTILITY SERVICE? TERMINATE MY UTILITY ACCOUNT?
Contact our Customer Call Center at 727-893-7341 or visit our main office at 325 Central Avenue in
downtown St. Petersburg.

WHAT UTILITIES ARE PROVIDED BY THE CITY OF ST. PETERSBURG?
Potable water, sanitary sewer, garbage container and pick-up, storm water (run off from water drainage
systems), recycling programs and reclaimed water.
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WHERE DOES THE WATER COME FROM?
The City of St. Petersburg purchases water from our regional water supplier Tampa Bay Water.

WHAT IS MY GARBAGE COLLECTION SCHEDULE?
For information on residential collections, call 727-893-7334. For commercial collections, call 727-893-
7351.

WHAT SHOULD | DO ABOUT MY UTILITY SERVICE WHEN | GO ON VACATION?
Seasonal customers may place their accounts on standby status or terminate service entirely. For further
information on standby service, please contact our Customer Call Center at 727-893-7341.

DEPOSITS

HOW MUCH IS THE UTILITY DEPOSIT?

The deposit for a single-family residence is generally $194.00, but that amount varies depending on the size
of the meter at the location as well as other considerations. Please call our Customer Call Center at 727-
893-7341 for the exact deposit amount for the location in question.

WHY DO | HAVE TO UPDATE MY DEPOSIT IF MY WATER IS LOCKED OFF FOR NON-PAYMENT?
If you have less than the current deposit required for your service level when your account if turned off for
non-payment, the deposit must be brought up to the current requirements.

WHEN WILL MY DEPOSIT BE REFUNDED?

Your deposit on a single-family residence is automatically credited to your account after 24 months with a
good payment history. A good payment history means during the previous 12 months you have not made
more than two payments received after the due date; paid with a check refused by the bank; been turned off
for non-payment; tampered with the water meter or used the City’s utility services in a fraudulent or
unauthorized manner. Multi-family and Commercial deposits are held for the life of the account.

WHAT IS THE INTEREST EARNED ON MY DEPOSIT?
The interest rate paid on utility accounts is the same as the rate it earns. The current interest earned for a
deposit is 0.25%. Bear in mind this rate is subject to the same fluctuations as the national economy.

DO | GET THE INTEREST WHEN MY DEPOSIT IS REFUNDED?
Any deposit interest earned during the previous fiscal year is paid annually to all applicable utility customers
during the month of October.

UTILITY BILL

WHEN WILL | RECEIVE MY UTILITY BILL?

Utility bills are issued once a month. The exact date your bill will be issued is determined by your meter
reading date. Meters are read in specific geographical blocks. For more specific information on the
approximate date that your monthly bill will be mailed, please contact the Customer Call Center at 727-
893-7341.

WHEN IS MY UTILITY BILL DUE?
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Your due date will be approximately twelve days after the monthly bill is mailed.
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CAN | CHANGE THE DUE DATE FOR MY UTILITY BILL?

We offer a special program that allows for a permanent extension of your due date if you receive one
monthly income such as social security, disability, etc. For details, please call the Customer Call Center at
727-893-7341.

CAN | USE A CREDIT ORDEBIT CARD TO PAY MY UTILITY BILL?

Yes. You may call our Interactive Voice Response (IVR) system at 727-893-7341 to make a current utility
payment over the phone. If you prefer, you may log into our Online Utility Account Information system at
actiononline.stpete.org/Click2GovCXP/ to view your account information as well as make a payment online
or E-Check.

WATER USAGE/CONSUMPTION

WILL THE CITY NOTIFY ME IF THEY NOTICE HIGH WATER USAGE?
Your utility statement is an accurate indication of your monthly water consumption.

It should be reviewed each month for any unexpected increases in water use on private property. We do
monitor unusual water consumption and in cases of extreme consumption, as a courtesy we attempt to
contact you of a possible leak.

WHY IS MY BILL SO HIGH THIS MONTH?

When you receive a higher-than-normal utility bill its most often because of increased consumption. There
could be any number of reasons for additional water use. If you had more than the usual number of people in
your home during the previous billing period; filled a swimming pool; experienced a leak; underwent a
remodeling project; or were absent from home and a leak developed/toilet ran while you were away, are just
a few of the possible causes of high consumption. Please research the possible reasons for involuntary
consumption and make repairs immediately, if applicable.

MISCELLANEOUS CHARGES

WHAT IS THE CHARGE FOR BEING TURNED ON AFTER YOUR BUSINESS HOURS?
When you call the Water Resources department to have your utility service restored after normal business
hours, there is a charge of $45.00 added to your next utility statement.

WHAT IS THE CHARGE FOR BEING LOCKED OFF FOR NON-PAYMENT? TURNED ON AFTER LOCK-
OFF?

There is a $25.00 charge when your water service is turned off after being locked off for non-payment.
Another $25.00 charge is accessed to have your service turned back on after being locked off for non-
payment.

WHAT IS THE TBW (TAMPA BAY WATER) CHARGE?

Tampa Bay Water is a government agency that provides wholesale water to Hillsborough, Pasco, and
Pinellas counties and New Port Richey, St. Petersburg and Tampa. The Tampa Bay Water cost line item you
see on your utility statement reflects the cost of purchasing water from Tampa Bay Water.
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CONVENIENCE FEES FOR CREDIT CARD AND DEBIT CARD PAYMENTS

The City of St. Petersburg is committed to providing convenient access to information and services. To
facilitate online and telephone financial transactions, the city has established a $2.00 convenience fee for
utility bill payments using credit cards and debit cards.

WHAT IS ACONVENIENCE FEE?
A convenience fee is a charge in addition to the original transaction amount for the convenience of using an
alternative payment method, i.e., online and telephone payments using credit and debit cards.

WHY IS A CONVENIENCE FEE BEING CHARGED TO CUSTOMERS WHO PAY USING THESE PAYMENTS
METHODS?

The convenience fee is being assessed only to the customers using these payment methods to help cover the
following: the cost of the online and telephone software infrastructure as well as the costs our merchant
banking service provider charges us to allow customers to pay for services using a credit/debit card.

HOW MUCH IS THE CONVENIENCE FEE?
The convenience fee is $2.00 per payment transaction.

TOWHAT PAYMENT METHODS WILL THE CONVENIENCE FEE APPLY?

The convenience fee will be assessed for payments made online, over the telephone via the Interactive
Voice Response system or over the telephone with the help of a Customer Service Representative using
Visa, MasterCard, Discover or American Express.

TOWHAT PAYMENT METHODS WILL THE CONVENIENCE FEE NOT APPLY?
The convenience fee does not apply to payments made via U.S. Mail, 3rd party bill payer, direct debit/ auto
payments or in-person or E-Check.

WHEN DID THE CONVENIENCE FEE START BEING CHARGED?
The new convenience fee was effective as of November 1, 2012.

WHY IS A CONVENIENCE FEE NOW BEING CHARGED WHEN THE FEE WAS NOT CHARGED IN THE
PAST?

The City of St. Petersburg can no longer absorb the increasing merchant banking services fees. The annual
expense to the City of St. Petersburg of absorbing the cost of credit cards transactions was approximately
$500,000 for Fiscal Year 2012.

Additionally, the Payment Card Industry Data Security Standards (PCI DSS) require that organizations meet
specific data protection levels depending on the number of monthly transactions. The expense to protect
customers’ financial information while submitting these payments is costly and technologically challenging.
While only 22% of the customers currently use this service, before the new fee all customers were bearing
its costs, creating a fairness issue.

The City of St. Petersburg’s online and telephone services are just two methods of conducting business with
us. You may continue to use traditional methods such as the U.S. Mail, Automatic Draft or visiting our City
offices in person. The choice is yours. We will continually strive to offer you the most courteous, convenient
and cost- effective service possible. Obviously, as technology and the marketplace change, this office will
also change. If you have any questions, please contact us at 727-893-7341.
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CAN | CHANGE THE NAME ON MY UTILITY BILL AFTER MARRIAGE, DIVORCE, OR LEGAL NAME
CHANGE?

A valid marriage license or other court document must be supplied for name changes. You may fax your
request, with the required documentation to: 727-893-7993. Please include your account number, current
name on the account, requested name change, copy of your picture ID, and your contact number. You may
also e-mail your request along with the required documentation to: utility.bill@stpete.org.

DELINQUENT BILLS

CAN | GET ADDITIONAL TIME TO PAY MY UTILITY BILL?
Yes, in many instances you may contact our Customer Call Center at 727-893-7341 to request a payment
agreement.

WHEN WILL | ACCRUE A LATE CHARGE?
A late charge of $5.00 can be applied to any account with a balance over $15.00 not paid by the due date.

WHEN WILL | GET ASECOND LATE NOTICE?
Failure to pay your bill by the date indicated on your late notice will result in a second late notice being
mailed to the service address and the accompanying fee of $4.00.

LEAKS

ISTHE CITY RESPONSIBLE FOR FIXING LEAKS?

The City’s responsibility ends at the customers side of the water meter. The City maintains the water meter
and meter box, and any repairs to this equipment will be performed by the City. The customer is responsible
for the area from the meter to the house, and all plumbing inside the house. However, it is the customers
responsibility to keep the meter box accessible for meter reading. If you discover you have a leak on private
property, you may qualify for an adjustment on your utility bill.

WHAT SHOULD I DO IF I SEE AFIREHYDRANT OR A CITY WATER SPRINKLER SPRAYING WATER
ERRATICALLY?

Contact the Water Resources department at 727-893-7261 to report the location of the hydrant or water
sprinkler in need of attention.

WHAT SHOULD I DO IF | EXPERIENCE A SEWAGE BACK UP?
Call our Water Resources department at 727-893-7261 for assistance. If they determine the back-up

originated in a City sewer line, they will make the appropriate repairs. If they find the problem started on
private property, you will need to contact a plumber to complete the repairs.

ADJUSTMENTS

WHAT ARE LEAK ADJUSTMENTS?
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Leak adjustments are credits to your utility bill given to qualifying customers who have experienced an
involuntary water loss or leak. Voluntary uses of water such as lawn watering will not provide the basis an
adjustment.

Documentation must include the type and date of repair along with the service address where the repair
was performed. Leak adjustments are limited to two per calendar year.

WHAT ARE POOL FILL ADJUSTMENTS?
Pool fill adjustments are granted to customers who have either purchased or built a new pool, or had an
existing pool repaired.

Swimming pool is defined as any structure, located in a residential area, that is intended for swimming or
recreational bathing and contains water over 18 inches deep, including, but not limited to, in-ground and
aboveground swimming pools; hot tubs; and nonportable spas. The City’s Planning & Economic
Development Department has additional requirements related to the permitting and inspection of new
swimming pools which can be found here.

Documentation must include the date of pool fill, or refill if repaired, the estimated number of gallons filled
or refilled along with the service address where the pool was installed or repaired. Pool fill adjustments are
limited to one per calendar year.

HOW DO | GET ALEAKOR POOLFILL ADJUSTMENT?
A leak or pool fill adjustment may be requested with the Utility Bill Adjustment Request Form, which can be
found at stpete.org/utilities. Supporting documentation must be included.

WATER CONSERVATION

WHAT ARE THE CURRENT WATERING RESTRICTIONS?
For current watering restriction guidelines, go to stpete.org/water.

WHAT DAYS SHOULD | IRRIGATE MY LAWN?
For the days to water your lawn, go to stpete.org/water.

HOW CAN | SAVE ON MY UTILITY COSTS?
For water conservation tips, go to stpete.org/waterconservation.

SPECIAL PROGRAMS

ARE THERE ANY SPECIAL PAYMENT PROGRAMS FOR THE ELDERLY?

Most elderly customers fit the criteria for our program specifically for citizens that receive one monthly
income. For more information on the guidelines of this program and how to apply, contact our Customer
Call Center at 727-893-7341.

CAN | MAKE A CONTRIBUTION TO OTHERS WHO ARE EXPERIENCING DIFFICULTY PAYING THEIR
BILL?
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We have a Utility Assistance Program that allows you to make monthly contributions that are distributed
through a network of social service agencies. These funds are used to assist other citizens experiencing
financial hardships with their utility costs. Call 727-893-7341 for more information.

RETURNED OR REJECTED PAYMENTS

I HAVE BEEN ADVISED BY MY BANK/CREDIT CARD COMPANY THAT ARECENT UTILITY PAYMENT
WAS RETURNED/REJECTED. HOW DO | RESOLVE THIS ISSUE?

Returned or rejected credit and debit card payments are handled in the same manner as a returned check. A
payment can be made upon notification from your bank or credit card issuer. A letter will also be issued from
the Billing & Collections Department advising the customer to bring the letter into our office at 325 Central
Ave. to pay the original payment amount plus the applicable service charge within 7 days from the date on
the letter. Service charges are as follows:

Transaction Amount Service Charge
$0.01t050.00 $25.00

$50.01 to 300.00 $30.00

$300.01 to 800.00 $40.00

Over $800.00 5% of check amount
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