
Water/Wastewater 
Utility Bill Forgiveness
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• Drumheller’s Utility Department conducted a review of 
industry practice in Southern Alberta regarding 
water/wastewater utility billing adjustments.
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Communities Polled:
• Brooks 14,451
• Stettler 5,952
• Strathmore 13,756
• Olds 9,184
• Taber 8,428
• Innisfail 7,847
• Airdrie 68,091
• Calgary 1,635,000
• Three Hills 3,212
• Hanna 2,559
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Also looked online at:
• Guelph 135,474
• High River 13,584
• Lethbridge 92,730
• Cochrane 29,277
• USEPA
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What we found.

“If it goes through the meter, they are charged”
Guelph has a policy
Calgary has concerns about theirs
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Water Meter Accuracy
• One of the most frequent customer concerns is meter accuracy, 

especially following the receipt of a high bill. In the City of Calgary, 
(345,000+ residential customers) a meter failure or malfunction has 
not been the cause of any high consumption case. Strathmore does 
offer to send meters out for testing at a independent company with 
an upfront $250.00 deposit, if the meter comes back within range 
they keep the deposit.

• Drumheller does also offer to send out the meter for testing as per 
our Water and Wastewater Bylaw, Part 9, meter testing.
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Wastewater/Sewer
Charges

• In all communities polled and to my knowledge it is a calculation of 
the water usage rate.

• Some communities such as Lethbridge and Cochrane use the winter 
average in the summer months to compensate for lawn and garden 
watering etc.
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We also found.
Customer Assistance Programs

• The larger cities, Calgary, Guelph and the USEPA all talked about 
CAP’s

• All of the communities did practice some sort of CAP
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Customer Assistance Programs
Calgary

• “If a customer receives a bill equal to or greater than three times 
their average seasonal monthly use, and the consumption was 
unintentional and has returned to normal, they are eligible to have 
that bill adjusted to the amount of their average bill (monthly basic 
service charges and average water consumption) for a maximum of 
three billing cycles.”
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Customer Assistance Programs
Calgary

High Water Consumption Investigation Checklist must be filled out before any 
assistance is given
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Customer Assistance Programs
Calgary’s Concerns

• “The bill adjustment process and inspection services provided are a 
considered a type of customer assistance program, with costs borne 

by the entire customer class.”

• “Some customers may be less motivated to monitor and remedy 
water leaks when receiving full adjustment.”
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Customer Assistance Program
Guelph

• A minimum water consumption increase of two times the average   
water consumption. 
• A maximum of a 50 percent forgiveness adjustment. 
• No financial cap for residential customers based on the developed                             

adjustment criteria.   
• A maximum financial cap for not-for-profits and institutional 

customers at $5000.  
• A limit of once per calendar year and two adjustments within a 10      

year period.  
• This program would not be retroactive once implemented. 
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Customer Assistance Programs
Other Communities
• None had policy or bylaw

• All did in practice offer something.
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Recommendations
1. That the Town follow the industry standard practice of billing for all water that 

goes through the meter.
2. Provide the public with access to a “high water consumption check list”.
3. For those customers that cannot find the leak we can provide a meter history 

report. In some cases we could provide assistance to find the leak, but not 
repair the leak.

4. A payment plan system be implemented for customers who receive a high 
consumption bill to give the consumer time to pay prior to implementing any 
penalties.

5. Should Council determine that a billing adjustment policy be implemented, the 
criteria should be residential customers only and for a maximum of three billing 
cycles. The policy should require that cases should be examined individually, as 
forgiveness should not be a normal practice but only applied in exceptional 
circumstances.
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Questions

?’s
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