
Utility Billing
September 30, 2024



• Background and current status
• Issues and Public concerns
• Verification process
• Independent analysis options
• Communication and actions moving 

forward
• Real-time bill verification example
• Public Comment
• Questions for City Council

• Direction for independent analysis and 
additional information needed

Agenda



What, Why and When???
• Scope of conversion
• Purpose

• Better reporting
• Difficult to retrieve data
• Increase efficiency with electronic service orders
• Integration with GIS/asset management

• Timeline

2/13/23

Agreement 
for new 
billing 
software 
approved

5/22/23

2-year water 
and 
wastewater 
rates 
adopted

2/19/24

1st billing 
system go-
live date

3/25/24

Transition of 
storm fee 
from property 
taxes to utility 
bill approved

4/22/24

2nd billing 
software go-
live date

5/31/24

Data at 99% 
accuracy

6/9/24

Billing 
software go 
live

6/10/24

Solid waste 
and storm 
fees 
approved



Post-Conversion
• Data validation not at 99%

• Postponed billing to clean up data
• Solid waste prorations
• Water/sewer fixed charge prorations
• MT sewer quality fee not billed in June for all customers

• Issues that further delayed bills
• Exceptions
• Rounding issue with usage calc in print data stream
• Autopay and paperless billing flag in VXcis from IC
• Error in breakout for west end reservoir/plant
• Overbilling of solid waste commercial accounts
• WQA errors
• Budget billing issues
• Bill message not included in print stream
• Miscommunication between VX and IC

• Accuracy was 1st priority
• Delays caused need for manual on-going manipulation of data

• Only option was 60-day bill

• Continued issues (prorating tiers, manual manipulation of data)

Data errors

Late bills

Fixed charge 
issues

Programming 
errorsLate bills

Manual data 
manipulation

Late bills

60-day 
bills



Billing Timeline

30-day bills start going out on 10/X/24

June 29

Cycle 1/11 30-day bills

Service = 4/29-5/30

July 21

Cycle 2/12 30-day bills

Service = 5/6-6/6

August 10

Cycle 3/13 30-day bills

Service = 5/13-6/13

August 12

Cycle 4/14/5 30-day bills

Service = 5/23-6/21

Sept 1

Cycle 1/11 60-day bills

Service = 5/30-7/29

Cycle 2/12 60-day bills

Service = 6/6-8/5

Cycle 3/13 60-day bills

Service – 6/13-8/12

Sept 20

Cycle 4/14 60-day bills

Service = 6/21-8/22

90-day bills various cycles

Sept 25

Cycle 5 60-day bills

Service = 6/21-8/22

90-day bills various cycles

Sept 30

Remaining 90-day bills



If We Knew Then What We Know Now

• Delay go-live until November 2024
• Pay additional implementation charges
• Defer moving storm fee to utility bill
• Delay changing storm fee methodology  until 7/1/25



Discussion

Background and Current Status

Issues and Public concerns

Verification Process

Independent Analysis Options

Communication and Actions Moving Forward

Real-Time Bill Verification Example

Public Comment

Questions for City Council 

• Direction for independent analysis and 
additional information needed



Issues with billing
• Bill delays

• 60-day bills

• On-line portal access
• Payment issues

• New account number

• Autopay and budget billing

• Service periods for garbage & storm different than 
water/wastewater

• Rate increases
• 7.8% increase in water, wastewater, & solid waste fees
• Stormwater fee moved from property tax statement
• False beliefs that City increased utility rates to fund 

public safety and/or franchise fee settlement

• Ability to pay (no late fees, no water shutoffs for non-
payment)



Concerns – High Usage
• WTP produced 29% more water in June & July 

this year than last

• It was dry and hot

• House/yard would be flooded if used that much 
water
• 10-minute shower = 25 gallons
• Running toilet = 200 gallons per day
• Leave water on while brushing teeth = 3 gal/min
• Wash load of clothes = 15-45 gallons per load
• Fill above ground pool = 5300-18,500 gallons
• Water lawn

• 5-10 gallons per minute
• Watering 3 hours, 3x per week = 11,500 - 

23,000 gallons/month
• Watering 3 hours, 5x per week = 20,000 – 

38,500 gallons/monthChart from KULR8 



Concerns - 
High Usage



Concerns – 
Meter 
Accuracy

Meter Accuracy Video

https://www.canva.com/design/DAGSQrTYxuU/x4P_OMY-IrWZwguP_aa4SQ/watch?utm_content=DAGSQrTYxuU&utm_campaign=designshare&utm_medium=link&utm_source=editor


Concerns - Leaks
• Does everyone have a leak?

• Continuous usage typically is a leak
• Offered as a possibility
• Only the property owner truly knows how 

they used the water

• Leak notifications from online portal
• Due to RF
• Others



Concerns - Leaks



Leak
• .6 CF or 4.5 gal per hour
• 14.4 CF or 108 gal per day
• 446.4 CF or 3,339 gallons for 

the month

Concerns - Leaks



Step by Step Guide to Check for Leaks
1.) Ensure no water is being used 
in the home.

2.) Locate your water meter.

3.) Look for the little red triangle 
on the meter face, AKA, the 
“tattletale.”  If the tattletale moves 
and your water is off, you may 
have a leak. If not, you’ll know 
your system is leak free.

4.) Or if the red needle on the 
meter face moves over time and 
you no your water is off, you may 
have a leak.

1.) Ensure no water is being used in 
the home.

2.) Locate your water meter.

3.) Open the lid.

4.) Shine a light on the meter face.

5.) The flow rate and the 9-digit 
reading will appear within seconds.

6.) Take a meter reading.
7.) Wait at least 2 hours.
8.) If the 2nd reading is larger than 
the 1st one, you may have a leak. If 
not, you’ll know your system is leak 
free.



Public Concerns – 60-Day Bills 
Breakdown of customers that have called, emailed, visited the office, or DM’d City

Bill too high, 0.73%

Did not use this much water, 
4.60%

Problems with online portal, 3.63%

When will I get my bill?, 3.54%

Billed too much for garbage, 0.06%

Questions about storm fee, 
0.07%

Non-conversion related 
issues, 11.80%

Customers who have not 
contacted city, 75.59%

Contact from customers has increased by 58% due to many customers contacting the city multiple times



Discussion

Background and Current Status

Issues and Public Concerns

Verification Process

Independent Analysis Options

Communication and Actions Moving Forward

Real-Time Bill Verification Example

Public Comment

Questions for City Council 

• Direction for independent analysis and 
additional information needed



Verification Process

• Before bills go out
• Exceptions
• Review sample set of bills
• Review sample set of bill images



Verification Process

• For customers with high 
bill/usage concerns
• First compare usage 

against previous years 
(2021)

• If current usage is in line 
with historical, stop here.

Year Consumption

2020 61

2021 75

2022 87

2023 71



Verification 
Process 

In-depth review if current 
usage not in line with historical

Step 1: Verify 
software calculations

Tiers

Water

Sewer

Garbage

Other fees

Step 2:  Check consumption against 
Neptune

Step 3:  Check meter readings and 
usage against bill image

Step 4:  Analyze use patterns



Verification Process
Step 1: Verify software calculations (tiers)

Service Period 62
SP in Months 2.07

Usage 67
Tier 1 - 10 21 Tier 1 21
Tier 2 - 22 45 Tier 2 45
Tier 3 - 43 89 Tier 3 1
Tier 4 Tier 4 0

Total 67



Verification Process
Step 1: Verify software calculations (water)

Water 6/21/2024 TO 8/22/2024

Days prior to rate change 9                  15%
Days since 7/1/24 7/1/2024 53                85%

62

kgals Rate
Prorated 
Rate thru Charge Rate

Prorated Rate 
since 7/1 Charge Total BILL

Blended 
Rate

Tier 1 21             $4.35 $0.63 13.26$    $4.87 $4.16 87.42$    100.68$     4.79$      
Tier 2 45             $5.20 $0.75 33.97$    $5.82 $4.98 223.88$  257.85$     5.73$      
Tier 3 1               $6.76 $0.98 0.98$      $7.57 $6.47 6.47$      7.45$          
Tier 4 -           $10.15 $1.47 -$        $11.37 $9.72 -$        -$            
Total 67             48.21$    317.78$  365.99$     365.98$  

Min Monthly Charge Min Monthly Charge
6/30/2024 0.3            7/1/2024 1.77         

3/4" Meter 8.60$       2.58$          2.58$      8.75$           15.46$             15.46$    18.04$       18.04$    

Water Total 50.79$    333.24$  384.03$     384.02$  



Verification Process
Step 1: Verify software calculations (sewer)



Verification Process
Step 1: Verify software calculations (sewer)

Sewer 6/21/2024 to 8/22/2024

Days prior to rate change 9                  15% WQA 3
Days since: 7/1/2024 53                85%

62

kgals Rate
Prorated 
Rate thru Charge Rate

Prorated Rate 
since 7/1 Charge Total BILL

Blended 
Rate

Volumetric 6               $5.41 $0.79 4.71$      $5.75 $4.92 29.49$    34.20$       34.20$    5.70$      

Min Monthly Charge Min Monthly Charge
6/30/2024 0.30         7/1/2024 2               

3/4" Meter 7.40$       2.22$          2.22$      7.85$           13.87$             13.87$    16.09$       16.09$    

Sewer Total 6.93$      43.36$    50.29$       50.29$    



Verification Process
Step 1: Verify software calculations (trash)

Garbage 7/5/2024 9/14/2024

Days of service 71             
Months of service 2.367       

Days prior to rate change -              0%
Days since 7/1/24 71                100%

7/1/2024 71

Rate

Prorated 
Rate thru 
6/30 Charge Rate

Prorated Rate 
since 7/1 Charge Total BILL

Blended 
Rate

Black Barrel 1 13.90$     -$            -$        14.50$        14.50$             34.32$    34.32$       34.22$    14.500$  
Additional Black Barrel 0 4.50$       -$            -$        4.85$           4.85$               -$        -$            -$        
Garbage Total 34.32$       34.22$    



Verification Process
Step 1: Verify software 

calculations (other fees)

Water Service Line Repair 
Fee @ $1.30/month

MT Water Quality Fee if not 
billed in June

Storm Fee @ $6.68 per 
month for residential 

properties



Verification Process
Step 2: Check Consumption Against Neptune

Neptune meters are in 
cubic feet (1st 6 #s)

Reads are converted to 
100 cubic feet (ccf) 
when brought into 
billing software  
Neptune meters are in 
cubic feet (1st 6 #s)

390720 x .01 = 3907
Or drop the last 2 digits



Verification Process
Step 2: Check Consumption Against Neptune



Verification Process
Step 2: Check Consumption Against Neptune

Ccfs have to be converted to Kgals
3907-3902 = 5
5 x .748 = 3.74



Verification Process
Step 2: Check Consumption Against Neptune

Meter reading in Neptune is 
391525 CF or 3915 Ccf



Verification Process
Step 2: Check Consumption Against Neptune



Verification Process
Step 2: Check Consumption Against Neptune

Ccfs have to be converted to Kgals
3915-3907 = 8
8 x .748 = 5.98



Verification Process
Step 2: Check Consumption Against Neptune

Meter reading in Neptune is 
400435 CF or4004 Ccf



Verification Process
Step 2: Check Consumption Against Neptune



Verification Process
Step 2: Check Consumption Against Neptune

Ccfs have to be converted to Kgals
4004-3915 = 89

89 x .748 = 66.57



Verification Process
Step 3: Check Meter Readings and Usage Against Bill Image

4004 x .748 = 2995 
3915 x .748 = 2928

2995-2928 = 67



Verification Process
Step 4: Analyze Use Patterns



Verification Process
Step 4: Analyze Use Patterns



Verification Process
Step 4: Analyze Use Patterns



Verification Process
Step 4: Analyze Use Patterns – High Water User Example



Verification Process
Step 4: Analyze Use Patterns – High Water User Example



Verification Process
Step 4: Analyze Use Patterns – High Water User Example



Verification Process
Step 4: Analyze Use Patterns – High Water User Example



Verification Process
Step 4: Analyze Use Patterns – High Water User Example



Verification Process
Step 4: Analyze Use Patterns – High Water User Example



Verification Process

ONCE SOFTWARE IS SET UP PROPERLY, IT PRODUCES 
CONSISTENT RESULTS.  THE VERIFICATION CONFIRMED 

THE SET UP IS ACCURATE, SO THE BILLS ARE BEING 
PRODUCED USING THE PROPER PROCESS.

ISOLATED HUMAN ERROR OR MECHANICAL ERROR 
SITUATIONS OCCUR REGARDLESS OF BILLING SOFTWARE 

CONVERSION



Discussion

Background and Current Status

Issues and Public Concerns

Verification Process

Independent Analysis Options

Communication and Actions Moving Forward

Real-Time Bill Verification Example

Public Comment

Questions for City Council 

• Direction for independent analysis and 
additional information needed



Independent Analysis - Options
• Check sample size of bills similar 

to how city staff is doing it
• Pros – easy to do, shows accuracy
• Cons – doesn’t look at each step, 

doesn’t include physical meter 
review

• Meter reading to actual bill
• Pros – easy to do, shows usage is 

accurate
• Cons – doesn’t look at each step

• True audit
• Pros – extremely detailed, look at 

each step
• Cons – up to 6 months to 

complete, expensive



Independent Analysis –  Step Verification  
Physical Meter

Neptune tests per AWWA

City tests for accuracy

As they age, they read low

Potential 3rd party: pull 
sample set of meters and 
have other city test them



Physical observation of 
meter

Review Neptune record to 
correlate

Independent Analysis –  Step Verification 
Meter to Meter Software



Independent Analysis –  Step Verification 
Meter Software to Billing Software

Compare Neptune Usage to 
VertexOne

Verify usage is converting to 
Kgals correctly



Independent Analysis –  Step Verification 
Billing Software to Print Vendor

Calculate bill manually using 
usage, rates, tiers, fixed charges, 
and service information based on 
service periods

Manually compare amount in 
VertexOne to amount due in 
InvoiceCloud for a sample set of 
bills

Manually compare the bill image 
InvoiceCloud sends Infosend for 
a sample set of bills
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Issues and Public Concerns
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Public Comment
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• Direction for independent analysis and 
additional information needed



Communication and Actions

Email – 
response to 
assist with on-
line portal and 
high usage/bill 
complaints
Benefit is that it 
frees up account 
reps to help 
people who need 
help

Phone calls
Long queues

DMs – same as 
email

FB messages – 
continue to 
put accurate 
info on our 
social media

Possible Third 
party analysis

30-day bills 
and return  to 
normal!

Email utilities@billingsmt.gov – allow two 
weeks for a response

mailto:utilities@billingsmt.gov


How to get 
accurate 
information

utilities@billingsmt.gov

Email: 
utilities@billingsmt.gov

Facebook: City of Billings 
Public Works

Website: 
billingsmtpublicworks.gov

Fill out form 

mailto:utilities@billingsmt.gov
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Real-Time Bill Verification Example
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How to get 
accurate 
information

utilities@billingsmt.gov

Email: 
utilities@billingsmt.gov

Facebook: City of Billings 
Public Works

Website: 
billingsmtpublicworks.gov

Fill out form 

mailto:utilities@billingsmt.gov
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City 
Council 
Feedback

Independent analysis

What else do we need to show?
• We want people to be confident when 

paying
• We want City Council to feel confident 

when discussing
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