The members of the City of Findlay Water/Sewer Billing Office are a team of 9 seasoned professionals who are
privileged to serve 18,239 customers in the City of Findlay and the Village of Van Buren. We also serve sewer
only accounts with the Village of Arcadia and residents of Red Hawk.
In an average month, the billing office answers 2,300 incoming calls, assists 2,000 people through the door,
processes 5,000 checks, audits and balances $1.5 million of the City’s revenue while effectively monitoring
and maintaining over 20,000 water meters and remote read transmitters.
In 2018, we continued adjusting to the new features and interface of the billing software that was fully
implemented in November 2017. The City saw some growth this year which resulted in an additional 223
water customers from last year thus increasing collections by 1% for both water and wastewater.
We found that the bi‐monthly billing structure of north and south made the amount of payments processed
in the office each month very one sided. This, in addition to the regular daily tasks, proved to be taxing on a
staff of 4 billing clerks. In April of 2018 we made the decision of moving 200 business accounts from bi‐
monthly billing to monthly. Additionally, we restructured our bill processing dates to release bills to the
public 5 days earlier. As a result, the amount of payments processed in the office were streamlined and our
accounts receivable of over 120 days past due were reduced by 35%.
The Water/Sewer Billing Office also saw some cosmetic changes in 2018. Using the skills and talents of Water
Distribution staff, we combined our imaginations that resulted in an open workspace that improved
communication and workflow immensely. We also proudly display historical office equipment and Water
Works ledgers with entries dating back to September 1889.
It is an honor to serve our customers while collecting the revenue that protects and maintains the water
system. One of the ways we diligently serve our public is by dedicating one of our 3 Meter Technicians to
monitor water usage on a daily basis. We provide courtesy calls to customers who use more than 750 gallons
of water in a 24 hour period. In 2018, more than 750 calls were made.
Discussions with the Hancock County Health Department resulted in changing responsibility of monitoring
the Backflow Prevention Program from the Health Department to the City. It was mutually agreed that the
City’s billing software held the most current data of the properties with backflow devices. The end of 2018
resulted in further development of the billing software to include all of the backflow devices in the City of
Findlay. Strategy behind development includes the ability to properly report the maintenance and
inspections of each device to remain in compliance with the Environmental Protection Agency.
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In the coming year, the Water Department will take on the responsibility of the administrative tasks of
notifying property owners of impending mandatory inspections, regulate the list of certified testers, manage
the Containment Backflow Devices that are directly connected to the City’s water distribution system as well
as maintaining records of more than 3,200 devices located throughout the City.
We are excited to kick of 2019 with a fresh new look of the Water/Sewer billing statements complete with 12
months of consumption details in a graph at the top of its colorful page. The new bills will go out in
February. It is our goal to keep moving forward with improved ways to view and analyze usage and pay for
your water utilities.
By the end of 2019, the Water/Sewer Billing Office has a vision of obtaining and managing billing and
metering systems that will not only allow users to access water utility information and pay their bill using any
device, but will also allow the City to send alerts to our customers. It is our goal to strengthen the network of
communication between the City and our public to keep them well informed of situations concerning their
health and safety.
We respectfully submit the following reports and details supporting usage and revenue information collected
in 2018. Thank you for allowing us to serve our community through the vessel of the City of Findlay
Water/Sewer Billing Office and we look forward to providing excellent customer service again in 2019.
Collections were obtained in the following manner
CASH
CREDIT CARD
CHECK
AR BOX*
AUTOPAY

$
$
$
$
$

863, 271.24
1,340,721.87
9,318,593.97
1,970,110.35
3,498,582.08

BILLED

$16,801,896.92

COLLECTED

$16,991,279.51

DIFFERENCE

$

189,382.59

*AR Box is using your banks bill pay options.
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REVENUE

WASTEWATER COLLECTIONS
$9,800,000
$9,600,000
$9,400,000
$9,200,000
$9,000,000
$8,800,000
$8,600,000
$8,400,000
$8,200,000
$8,000,000
$7,800,000

REVENUE

WATER COLLECTIONS
$7,800,000
$7,600,000
$7,400,000
$7,200,000
$7,000,000
$6,800,000
$6,600,000
$6,400,000
$6,200,000
$6,000,000
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