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WATER SHUT OFF POLICY 
 

PURPOSE 
 
The purpose of the Water Shut-off Policy is to establish fair and equitable parameters for the 
collection of overdue utility accounts, which includes water, sewer, garbage and recycling fees. 
The policy will provide a transparent process to staff, eliminating a need for interpretation or 
differential treatment.  
 
BACKGROUND 
 
City utility bills are currently sent out bi-monthly, covering a 60 day period. There is a penalty for 
late payments, whereby anyone that fails to pay their utility bill within 30 days of the billing date 
has a 10% penalty added to the account balance that remains unpaid.  
 
At the end of each year, for any properties other than mobile homes, the outstanding balance of 
utility bills are transferred to the Property Taxes Arrears balance and in the third year to 
delinquent balance. If not paid by September of the third year, the property would be included 
in the process of tax sales. 
 
In the case of Mobile homes, the balance also moves to arrears and delinquent property tax 
balances; however, it does not follow the process of Tax Sales. 
 
Some utility accounts have remained unpaid for much longer than 90 days.  For these accounts, 
the City will follow the process outlined within this policy until such time that the balance is paid. 
This policy sets out the parameters to shut off water service for both raw water and City water 
and to recover the outstanding balance for other utilities within the bi-monthly utility bills cycle. 
 
Under Section 18 (1) of the Community Charter, a municipality may, by bylaw, establish 
circumstances in which it may discontinue providing a municipal utility or other services to a 
specific property or person due to of unpaid fees or taxes in relation to the services, or because 
of non-compliance with the rules established by bylaw or contract respecting the use of the 
service. 
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POLICY 
 
1. Disconnections for non-payment of Raw Water, Metered Water and Infrastructure Charges. 

a) The customer is responsible for keeping utility accounts up to date. If the account is 
not paid in full by the due date, the account will become overdue and it is subject to 
a 10% late payment charge and possible disconnection pursuant to item b).  

b) The following Shut Off procedure will be used regarding collection of overdue 
accounts: 

i. Verbal communication will be attempted following the due date and prior to 
first notice being mailed. 

ii. First Notice (mailed): Reminder notice issued 15 days after the due date. 
iii. Second Notice (mailed): Warning of potential disconnection 15 days after the 

first notice was mailed.  
iv. Final Notice (Hand-delivered): “Disconnection Notice” following non-payment 

after 30 days, the property owner would be provided with notice in 
accordance with Bylaw 4462, 2020.  

v. The customer has the option to enter into a written payment arrangement by 
completing the prescribed application form “Special Payment Agreement to 
Avoid Water Disconnection”.  This agreement must be approved and signed 
by the Financial Services Manager to avoid disconnection.  Details regarding 
the Special Payment Agreement are provided in Clause No. 6. 

vi. If the payment is not received within the notice period and a Special Payment 
Agreement has not been completed, then the water will be shut off without 
further notice. 

c) Disconnections can occur any time after the expiry of the final notice period. If the 
outstanding balance continues to remain unpaid, the City will perform the following 
in addition to the Shut Off procedure: 

i. Mobile Homes – In addition to moving the outstanding balance to property 
taxes, the City will either refer the debt to a collection agency, or request that 
Council authorize the commencement of a small claim.  

ii. Other properties – the balance will be moved to Property Taxes arrears, and 
in the third year, will be transferred to delinquent balance and the property 
will be included in Tax Sales. 

d) City staff should refrain from pursuing the disconnections of an accounts if the 
outstanding utility bill balance is less than $1,500.  

e) Properties that are disconnected are subject to the “turning on or shutting off service” 
charge as per the Fees and Charge Bylaw, Schedule V.  
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2. Other Utilities Charges (Sewer, Garbage and Recycling) 
a) Since the water charges are together with the bi-monthly utility bills, it is expected 

that the other utilities also need to be paid off as part of the payment agreement as 
noted in section 1.b) v. 

b) If the customer does not fulfil the payment agreement and the water is disconnected, 
the infrastructure charges for sewer and water and the garbage and recycling will 
continue to be charged. 

 
3. Medical Condition Exceptions: 

a) The City’s Financial Services Manager will consider postponing the Shut Off of water 
service if the customer, or a tenant of the customer, submits to the City the certification 
of a licensed primary care provider that: 

i. disconnection of water service will be life-threatening, or 
ii. it poses a severe threat to the health and safety of a resident of the premises 

where residential service is provided. 
b) If the customer has a medical condition requiring medical equipment, the customer 

will be given a 30-day extension of the disconnection date for non-payment 
dependent upon the following conditions being met: 

i. the customer must contact the City to request the extension and discuss 
setting up a payment arrangement, and 

ii. certification of the medical condition must be provided. 
c) A Critical Care Customer may request that the disconnection date be postponed by 

one year pursuant to the following: 
i. “Critical Care Customer” means any customer who requires, or has a 

household member who requires, home medical equipment or a life support 
system,  

ii. A medical certification form from a physician or medical facility must be 
provided to the City identifying the medical equipment or life support system 
and certifying that an interruption of service would be immediately life-
threatening, and 

iii. The request and all necessary documentation must be provided on an annual 
basis. 

d) Medical Emergency - an existing medical condition of the customer or a member of 
the customer’s household, as defined and certified by a physician or public health 
official on the City’s medical certification form, will be aggravated by the lack of water 
utility service. The City shall postpone disconnection for 30 days if the customer or 
member of the customer’s household has a certified medical emergency. Additional 
certificates are required to extend the postponement of water shut-off.  
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e) The Medical Certification Form prescribed by the City must be completed to request 
a water disconnection exemption under the medical condition. 

i. Section 1 is completed by a resident of household requiring Medical Emergency 
Hold or by a legal parent or guardian if the patient is under the age of 18, and 

ii. Section 2 is completed by a physician or public health official. 
 

4. Written Notice to Customer 
The final notice under Bylaw 4462, 2020 will contain the following information: 

a) the name and address of the customer; 
b) the amount of the delinquency; 
c) the date by which payment or payment arrangements must be made to avoid 

discontinuation of service; 
d) a description of the procedure by which the customer may request an alternative 

payment arrangement, which may include an extension, amortization, alternative 
payment schedule, or prepayment of current and future utility bills until the 
outstanding balance is fully paid; 

e) the procedure for the customer regarding Medical Condition, if applicable; and 
f) the telephone number and address where the customer may request a Special Payment 

Agreement or receive additional information from the City. 
 

5. Accountability 
Under the supervision of the Financial Service Manager, the Utility Clerk will be responsible 
for ensuring that outstanding utility collection processes are performed in accordance with 
this policy and all applicable legislation. In addition, the Utility Clerk or delegate is 
responsible to: 

a. Provide adequate notice of delinquency; 
b. Provide an opportunity to bring the utility account current before attempting 

disconnection; and 
c. Provide step-by-step processes before disconnection and communicate any policy 

revisions to applicable staff. 
 

6. Special Payment Agreement 
a) The Financial Services Manager will consider approving a Special Payment Agreement 

completed and signed by the property owner for the purpose of avoiding 
disconnection of water services.  

i. The agreement will set out the payments that can be made to address a 
current outstanding balance.  

ii. The agreement will advise that if any payment arrangements are missed, the 
City may issue a final notice of disconnection under Bylaw 4462, 2020. 

iii. The City will not accept another Special Payment Agreement unless the signee 
can demonstrate extenuating circumstances to the Financial Services 
Manager's satisfaction.  
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iv. The Financial Services Manager may ask for Council direction if a serious 
circumstance is not provided for under this policy.  

v. In the case of a tenant making payment arrangements to clear arrears, the 
property owner(s) must provide written permission to engage in any payment 
arrangements with the tenant. 

b) The alternative payment options are set as follows: 
i. Payments will be based upon receiving 30% of the arrears/delinquent balance 

as a first scheduled payment.   
ii. As an exception, the first payment may be reduced for an approved Medication 

Condition as described in Clause No. 3. 
iii. Following the first payment, up to 12 installments of the remaining outstanding 

balance will be payable with postdated cheques or preauthorized monthly 
payments. 

iv. If there are still outstanding installments at the end of the year, the balance 
owed will not be moved to arrears/delinquent if the terms of the special 
payment agreement are being fulfilled by the payee. 

c) Until such time that the previous outstanding balance is paid, the customer must prepay 
in order to continue receiving water service by arranging pre-authorized monthly 
payments or by providing predated monthly cheques.  The determination of the 
prepayment will be based on the average of the utility bill for the previous six months, 
plus 10%.    
 

7. Forms 
The following forms are as prescribed by the City of Dawson Creek and are available through 
the City’s website or upon request from the City’s Finance Department: 

a) Special Payment Agreement to Avoid Water Disconnection 
b) Medical Certification Form 

 
APPROVED BY COUNCIL: 
DATE:   June 14, 2021   
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Medical Certification Form 
To Physicians and Public Health Officials: This form has been approved by the City of Dawson Creek 

for your use in verifying a medical condition of this patient that justifies a hold on shutting off 

water utility service. 

 
Instructions 

 

A customer may request a postponement of a discontinuance of a water service due to unpaid fees by providing a signed medical 

emergency certification. For water services to remain on, this certificate needs to be completed and returned to the City of Dawson 

Creek within 3 business days, after the City sent a notice of disconnection.  If water utility service is a necessity, you must make other 

arrangements for on-site back-up capabilities or other alternatives in the event of loss of service. 

 
If a customer submits a medical emergency hold request signed by a physician or public health official, along with the additional required 

information listed below, the City of Dawson Creek will suspend shutoff action for 30 days (medical emergency) or 365 days (critical care 

customer), and services will be restored, where applicable. The customer may be charged a deposit to the account for service restoration 

due to disconnection for non-payment. 
 

 
Approval of this form does not prevent shut offs indefinitely. You must take steps to resolve unpaid bills to avoid service termination in 
the future.  

 
 These definitions apply in using this form: 

 
Medical Emergency - an existing medical condition of the customer or a member of the customer’s household, as defined and certified by 
a physician or public health official on this medical certification form, which will be aggravated by the lack of water utility service. A utility 
shall postpone disconnection for no longer than 30 days if the customer or member of customer’s household has a certified medical 
emergency.  Please note, additional certificates are required to extend postponement of shutoff. Postponement of shutoff for medical 
emergency conditions shall not exceed 120 days. 

 
Critical Care Customer - means any customer who requires, or has a household member who requires, home medical equipment or a 
life support system, and who, on an annual basis, provides this medical certification form from a physician or medical facility, to the 
utility, identifying the medical equipment or life support system and certifying that an interruption of service would be immediately life-
threatening. Disconnection of water utility service for Critical Care customers shall be postponed on an annual basis. (A new Medical 
Certification Form must be completed and submitted). 

 

 
TO MAKE A REQUEST FOR A MEDICAL HOLD: 

 
1.   Section 1 of the Medical Certification Form to be completed by resident of household requiring Medical Emergency Hold or by legal 

parent or guardian if patient is under the age of 18. 
 

2.   Section 2 of the Medical Certification Form to be completed by the City of Dawson Creek customer of record. 
 

3.   Section 3 of the Medical Certification Form to be completed by physician or Public Health Official. 
 

4.   Return the completed form and valid identification to the City of Dawson Creek. 
 

City of Dawson Creek                                   Email:  utility_bills@dawsoncreek.ca  

                 10105 12A St                                               Fax:     (250)782-3352 

                 Dawson Creek BC V1G 3V7  
 

This form must be complete and legible to be processed. All information is required unless otherwise indicated. Completed forms will 
be processed within one business day. If you have any questions, please contact the City of Dawson Creek Utilities Department at 
(250)784-3610. 
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Medical Certification Form 
To Physicians and Public Health Officials: This form has been approved by the City of 
Dawson Creek for your use in verifying a medical condition of this patient that justifies a 
hold on shutting off water utility service. 

 

FOR SERVICE TO REMAIN ON, ALL SECTIONS OF THIS FORM MUST BE COMPLETED, LEGIBLE AND RETURNED TO 
THE UTILITY WITHIN 3 BUSINESS DAYS. INCOMPLETE FORMS WILL NOT BE CONSIDERED 

 

I understand that the City of Dawson Creek cannot guarantee continuous water utility service and it is my responsibility to 

maintain a backup system or have an alternate plan in the event of such loss.  Use of this certificate form does not provide any 

rights to the customer regarding service restoration in the event of an unexpected outage. 

 
Section 1:  the following information is to be completed by the Patient 

 
Patient’s name: _  _  _   Birthdate:   _  _ 

 
Relationship to Customer (Account holder) Self Other  _  _ 

 
Home/Cell (  )  _   Work (  )   

 
I hereby authorize my health care provider(s) to release the medical information included on this medical certification FORM to my water utility, or 
third parties authorized by the utility, to assist with the review, approval, and processing of this request.  I understand that continuous water utility 
service is not guaranteed and it is my responsibility to maintain a backup system or have an alternate plan in the event of a loss of water utility 
service. I certify that the patient lives at the address listed below and that all information provided is accurate. If I meet the conditions for a Critical 
Care hold, I also agree to notify the company when this medical hold is no longer necessary. 

 
 

Signature:    
Patient/Legal Guardian/Power of Attorney 

Date:    

 
 
 
 

Section 2:  the following information is to be completed by the customer (Account Holder) 
Customer Name (printed) 

Customer Address 

City, Province, Postal Code 
 

 
 

Home/Cell Phone (  )  _  __ Work  Phone (  )            
 

Email:         Type of Service: 
 

Account Number:    _  _ Water 
 

 

I certify the information above is accurate AND the patient is the customer of record or a household member of the customer of record residing at 

this address. 
 

 
Customer Signature:    Date: _                                                _ 

 

 
Approval of this form does not prevent shut offs indefinitely. You must take steps to resolve unpaid bills to avoid service termination in the future.  
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Section 3:  the following information is to be completed by a Physician or Public Health Official 

Please Select One of the following conditions by checking one of the boxes below: 

Medical Emergency Patient 
Patient suffers from an existing medical condition that will be aggravated by the lack of water utility service. A utility shall postpone 
disconnection for no longer than 30 days if the customer or member of customer’s household has a certified medical emergency. Please note, 
additional certificates are required to extend postponement of shutoff. Postponement of shutoff for medical emergency conditions shall not 
exceed 120 days. 

 
I certify that the patient has the following medical emergency condition(s) that will be aggravated by the loss of water utility service. 

 

 
Condition(s):   _ 

 

   
 

   

 
Equipment:   Time Period:    

 
 
 

Critical Care Patient 
Patient uses life-supporting medical equipment at home and termination of the water utility service would be immediately life 
threatening. Disconnection of water utility service for Critical Care customers shall be postponed on an annual basis. (A new 
Medical Certification Form must be completed and submitted annually to be renewed.) 

 
The following life-support system(s) or medical equipment is/are used by the patient: 

 

 
Equipment:    

 
 
 
 
 
 

Additional comments (if any): 
 
 
 
 
 
 
 
 

Check one: Physician Public Health Official License #:    
 

Physician name:    Name and Job title (if not a physician): _   
 

Business address:    
 

Business phone:   Fax:    
 

I certify that the patient identified on this form has been examined by me and to the best of my knowledge, information provided is true, and that, in 
checking the selected box and signing this form, the patient meets the criteria of a “Medical Emergency Patient” or a “Critical Care Patient.” 

 

 
Signature:   _ Date:   _ 



 

 

 

SPECIAL PAYMENT AGREEMENT TO AVOID WATER DISCONNECTION 
 

Date:   _________________________________________________________ 
 
Property Owner: _________________________________________________________ 
 
Roll Number:  _________________________________________________________ 
 
Civic Address:  _________________________________________________________ 
 

I agree to make alternate arrangements to pay up the outstanding utility bills on the above-
referenced property.  
 

a. To make a lump sum payment of 30% of the outstanding balance amounting to $ 
____________________ today. 

 
b. To make the following payments to pay up the remaining outstanding balance: 

 
 Postdated cheques of $___________________ left at City Hall (Totaling $_________) 
 
 Preauthorized monthly payment of $______________ on the ___ day of each month. 

 
c. Under this term, I agree to pay upfront the amount of $_________________ on a 

monthly, by preauthorized charges, the utility services provided during the period I am 
paying off for the outstanding utility bills.  

 
I acknowledge that if I fail to make the payments as set out above, the City of Dawson Creek may 
issue a final notice of disconnection and, if the full amount outstanding remains unpaid at the 
end of the notice period, disconnect the Water services. I also acknowledge that the City of 
Dawson Creek may pursue collection remedies against me, such as filing a claim in Small Claims 
Court or adding the unpaid amount to property taxes. 
 
 

_________________________________  _________________________________ 
   Name of Payee      Name of Witness 
 
 

_________________________________  _________________________________ 
   Signature of Payee      Signature of Witness 
 
   Contact – Phone 
        Email 
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