
City of St. Helens 
Water, Sewer, Storm Drainage Utilities 

Administrative Rules 
Approved by City Council – As of 08/17/2016 

Effective 10/01/2016 

1 NEW ACCOUNTS & DEPOSIT 

 The City of St. Helens does not require a Utility Deposit as of 10/01/16. Customers that paid a Utility Deposit 
prior to 10/01/16 will have their deposit credited towards their account and placed towards their next bill.  

 To begin water, sewer and storm service, a Utility Account Application must be filled out and turned into the 
Utility Billing Service Counter. The application is available at the service county as well as on the City website. 
Water service will not be turned on until an application is reviewed and approved by the Utility Billing staff. 

 Water Service can be turned on/off by Public Works employees from Monday through Friday 830 AM – 400 PM. 
There is no cost to turn on service for new customers. Outside of normal hours listed above, Water Service can 
be turned on/off by request for a fee of $100.  

 When a customer is new, any old account at the service address must be paid in full before a new account is 
started and water service is turned on. In the case of renters, an old account bill responsibility will fall to the 
homeowner to be paid before a new renter’s service will be turned on. 

 

2 UTILITY ASSISTANCE PROGRAM 

The Utility Assistance Program, formerly known as the Senior Citizen Discount, was permanently discontinued 
on December 4, 2013. Those customers who previously qualified and were receiving assistance prior to 
December 4, 2013, shall receive a fixed discount of $20 per bi-monthly billing (or $10 per monthly billing) so long 
as they continue to meet the criteria: 

  1. Age 65 or Older 
 2. Currently reside in residence to receive Senior Citizen Discount 
 3. Currently reside within City of St. Helens City Limits 
 4. Provide proof of residency (i.e. PGE Bill, Tax Form, Etc.) once a year starting in January 

 Failure to show proof of this criteria by June 30, will result in a loss of the Senior Citizen Discount program 
without the option of reapplying or receiving the discount. Mailing to current residents who receive this 
discount will be mailed out in January and March with instructions on how to continue with the discount 
program. 

 The City of St. Helens does not offer a Utility Assistance Program. If customers are in need of assistance, they 
may be directed to local resources, such as Community Action Team and apply for assistance. Brochures are 
available for Utility Assistance at the Utility Billing Payment counter and available on the City website as well. 

 

3 Bi-Monthly & Monthly Billing 

 For most customers, you will receive a Bi-Monthly Utility Bill with Water, Sewer, and Storm charges. In the 
future, the City may switch to Monthly Utility Billing. You will be notified at least 3 months in advance of this 
change if this happens. 

 UBi-Monthly Billing 



 Billings are mailed out through a 3P

rd
P Party vendor selected by the City of St. Helens by the 15P

th
P of the EVEN 

numbered months. Bi-Monthly Billings are DUE by the 10P

th
P of the ODD months. Payments can be made by Cash, 

Check, Money Order, Credit/Debit, and Online. Payments by phone are not allowed at this time due to liability 
of credit card numbers recorded. Payments made online are posted to our accounting system daily every 
morning. 

 UMonthly Billing 

 Billings are mailed out through a 3P

rd
P Party vendor selected by the City of St. Helens by the 15P

th
P of every month. 

Monthly Billing DUE date is the 10P

th
P of every month. Payments can be made by Cash, Check, Money Order, 

Credit/Debit, and Online. Payments by phone are not allowed at this time due to liability of credit card numbers 
recorded. Payments made online are posted to our accounting system daily every morning. 

 

4 BILLING ADJUSTMENTS 

 UMisread Meter 

 If a meter is misread during the monthly or bi-monthly reading cycle, upon detection the City will refund any/all 
late fees and immediately re-read the meter and bill accordingly. If testing a customer’s meter results in 
detection of under/over billing, then that test ratio of discrepancy may be applied on bills retroactively for a 6 
month period. The Finance Director has the discretion to modify as they may deem reasonable. If an account is 
discovered to be billed incorrectly due to setup error on the City’s part, then no retroactivity of billing will be 
applied unless a credit is due to the customer. If incorrectly billed and/or failure to bill is due to incorrect or 
falsified information provided by the customer and/or failure to notify the City based on Municipal Code, then 
the City may retroactively apply the billing corrections for up to a 12 month period.  

 ULeak Adjustment 

1.  The Water Leak Adjustment form is available on the City’s website as well as made available at the 
Utility Billing payment counter. This form must be completed WITHIN 45 DAYS of the billing date to 
which the customer wishes the adjustment be applied. 

2. The Water Leak Adjustment form must be accompanied by a 3P

rd
P party statement that the leak was 

present and repaired UORU receipts for leak repair materials if completed by the homeowner. 

3. If the water leak is NOT approved for processing, the customer will receive written notification from the 
City’s Finance Director with a specific reason why the Water Leak Adjustment request was denied within 
30 days of submittal. A customer can request an appeal process with the City Administrator within 30 
days of the dated letter from the Finance Director. 

 If the water leak IS approved for processing, the City will use the customer’s average seasonal usage for 
the previous 3 years as a base for consumption. If the customer does not have enough history to 
complete this, then the City will use the previous 1-3 consecutive months of consumption to calculate 
the leak and volume adjustment amount. Once approved, the leak adjustment amount will be credited 
back to the customer’s account and the customer will be notified in writing by the Finance Director 
within 30 days of submittal. 

4. The City will not consider leak adjustment requests from customers who have already received a leak 
adjustment in the past 12 months, unless there are extenuating circumstances. The decision to 
approve/deny leak adjustments is made by the Finance Director and can be appealed to the City 
Administrator 



5. The minimum credit issued will be $25. The maximum Leak Adjustment is $1,000, unless extenuating 
circumstances exist. 

 

 

5 PAYMENT PLANS 

UBi-Monthly BillingU: Standard Payment Plans 

Customers may request a payment plan prior to the 10P

th
P of the month (On or before Billing Due Date).  

Payment Plans are setup with customers who have made contact with the City before a Late Fee has been 
assessed. Payment Plans must be completed by the next Shut-Off date. A customer will not avoid a Shut-off if 
the payment plan is not completed by the Shut-off day. 

UMonthly BillingU: Standard Payment Plans 

Customers may request a payment plan prior to the 10P

th
P of the month (On or before Billing Due Date). 

Customers are allowed ONE payment plan approval in each Calendar year.  

Payment Plans are setup with customers who have made contact with the City before a Late Fee has been 
assessed. A customer will not be allowed to be setup on a payment plan AFTER a late fee has been placed on 
their account for the current month. 

Payment Plans must be completed by the next Shut-Off date. Having and keeping a payment plan in process will 
allow a customer to avoid receiving a late fee, but a customer will not avoid a Shut-off if the payment plan is not 
completed by the Shut-off day. 

UFailed Payment Arrangements 

Failed payment arrangements (payments missed at any time) will be charged an additional $50 and the current 
amount will be due immediately and the account will be added to the next Shut-Off notice. 

 

6 DELINQUENT ACCOUNTS 

 ULate Fee Assessment 

 On Billing DUE months (Bi-Monthly = ODD Months) (Monthly = Every Month), the official due date for Utility Bills 
is the 10P

th
P day of the month. If the 10P

th
P lands on a Holiday, Weekend, or any other day that the City Offices are 

not normally open, the due date is the next business operating day. 

 Customers who carryover a balance of = or < $25.00 will not be charged a late fee or shut off during the billing 
process. Upon failure to pay an account below the $25.00 threshold carryover, customers will be charged a $25 
Late Fee Assessment on the morning after the official due date. 

 UShut-Off Procedure 

 For Bi-Monthly billings, this schedule will apply to the Due Date Month. For Monthly Billing this schedule will 
apply to every month. 

 Official Due Date =  10P

th
P of every month (or next available business day) 

Late Fee Charged =  15P

th
P of every month (or next available business day) 

Shut-Off Process =  Begins on 20P

th
P of every month (or next available business day) 



 On the 20P

th 
P(or closest business day) of every month, a pre-recorded message will go out for customers who are 

currently delinquent requesting payment or their account will be turned off on/around the 28P

th
P of the current 

month. 

 On the 28P

th
P (or next business day), a list of “Shut-off” customers is created for Public Works to turn off water 

services. On the morning of the 28P

th
P, an additional $75 Reconnection Charge will be placed on the customer 

account and water will be shut-off for non-payment.  

 Shut-offs are scheduled only on Monday – Thursday. The City of St. Helens will not process water shut-offs on 
Friday to give customers the ability to pay their bills before the weekend arrives and water is shut off without 
the City’s ability to turn on water outside of normal business operating hours. 

 Once a customer is placed on the Shut-Off List, payments will not be allowed via check to turn on service. The 
customer must pay their account balance with cash, debit, or credit card. 

 Utility Workers are not allowed to accept any form of payment prior to or during shut-off. Payment must be 
made to bring the account below the $25 carryover threshold before the meter and water service is turned back 
on. Payments made ONLINE during shut-off may be required to wait until the next business day and “official 
posting” of the payment is made before service to be restored.  

 Water reconnection service will not be available during Holidays and weekends. 

 

7 FINAL BILLING 

 The City requests that all homeowners and/or tenants give the City notice of the intent to vacate a property to 
prepare a final bill and shut-off of the account. Please leave a forward address, if/when known, for the final bill 
to be mailed. 

 Final Billings, if not paid by the scheduled due date, will be immediately sent to the City’s collection agency for 
processing.  

 

8 TEMPORARY SERVICES FOR NEW CONSTRUCTION 

 The City will allow temporary service during construction of a new structure needing water, sewer and/or storm 
drainage. The contractor will be required to complete an application just like a new customer and pay a $25 
deposit. All of the Administration Rules contained herein remain in effect.  

 

9 NSF PAYMENTS 

 Accounts will only be allowed 2 NSFs before a note is placed on their account that the City will no longer accept 
checks as payment. 

UBi-Monthly Billing: 

When the City receives an NSF notice for a Utility Payment, the payment is immediately reversed and the 
account is charged a $25 fee. The account will be contacted and required to make a payment within 3 business 
days of notification, otherwise water services will be shut-off and a shut-off fee of $75 will be assessed at that 
time. 

UMonthly Billing: 



When the City receives an NSF notice for a Utility Payment, the payment is immediately reversed and the 
account is charged a $25 fee. The account will be added to the current month’s shut-off notice list and begin the 
shut-off procedures. 

 

10 TAMPERING WITH METERS 

 It is illegal to tamper with meters. This includes turning on/off meters. City staff and Public Works specifically 
should be the only people addressing meters on site. If tampering is found to happen on a meter, the 
homeowner is ultimately responsible and will be charged a minimum of $50 up to and possibly including the 
cost of the meter if it needs to be replaced and labor time. 

 If a customer is currently on the City’s shut-off list and it is found that the water meter was turned on after City 
staff turned the service off for non-payment, the account will be charged a minimum of $100 up to and possibly 
including the cost of the meter plus labor time if it needs to be replaced. The $100 will be placed on the Utility 
Billing account to be paid immediately before service will be restored. 

 If a customer’s meter is currently “Locked” by City staff and it is found that the meter has been tampered in any 
way to turn water service on, the account will be charged a minimum of $200 up to and the cost of replacing the 
meter, labor time, and including a ticket from the local Police for tampering which includes an additional fee 
amount and an appearance in city court. 


