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DPU Utility Account-Holder Appeals Process & Procedures

The following outlines the steps necessary for an account holder can take in order to dispute a bill from the Department of Public Utilities. 

General Information

Account-holders who question or dispute any charges on utility bills have the right to contact Customer Service for clarification or correction of disputed charges. Representatives are available M-F; 7am – 6pm over the phone at (419) 245-1800, M-F; 8-4:30pm in person at the Walk-In Customer Service Center, located at 420 Madison Avenue, in downtown Toledo or via email at dpucustomerservice@toledo.oh.gov. If the dispute is not resolved by Customer Service, account-holders have the right to initiate the appeals process. 

To learn more about the rules and regulations please visit www.toledo.oh.gov/dpurules, or click here. 

Appeals Process

The Department of Public Utilities has a three-tier appeals process, incorporating an internal and external review.  An account-holder who receives an invoice and has questions about the billing, or requires clarification or correction of disputed charges that appear on their utility bill (i.e. water, sewer, storm water, refuse, fire line protection but not utility rates) should first call Customer Service to try to resolve the concern to the satisfaction of the account-holder. If unable to resolve, the account-holder may submit a formal appeal to the DPU Internal Board of Review. If the account-holder disagrees with the decision of the DPU Internal Board of Review, the account-holder has the right to request a hearing before the Utility Appeals Board.   Decisions of the Utility Appeals Board shall be in compliance with the requirements of ORC Chapter 2506 in order to be final appealable orders of the City pursuant to ORC Chapter 2506.     




Appeals Procedure

1. Customer Service
· [bookmark: OLE_LINK19][bookmark: OLE_LINK20][bookmark: OLE_LINK21]Any City of Toledo utility account-holder seeking to dispute billing charges for installations on their utility bill (i.e. water, sewer, storm water, refuse, fire line protection but not utility rates), who has not filed for bankruptcy protection, should contact Customer Service for clarification or correction of disputed charges. 
· After speaking with Customer Service, if you feel the bill explanation is inadequate, please ask to speak to the Customer Service Supervisor who will further investigate your request.

Customer Service Supervisor
· The Customer Service Supervisor will attempt to resolve any billing dispute to the satisfaction of the account holder. 
· After speaking to the supervisor, if you feel that you are still being billed incorrectly, you have the right to file a formal appeal with the Department of Public Utilities in accordance with the Toledo Municipal Code; Ordinance103-15 and the Rules and Regulations of the Director.

Filing the Appeal
· An account-holder may appeal in writing by completing and submitting the DPU Account-Holder Dispute Form for the DPU Internal Board of Review (aka a notice of appeal) postmarked within sixty (60) days of receipt of the disputed billing. Any comments attached to the DPU Account-Holder Dispute Form should clearly demonstrate the issue or issues in dispute, along with any proof, such as copies of bills and/or receipts necessary to help the DPU Internal Board of Review understand the basis for and support of the account-holder’s claim.
· If the Account-Holder Dispute Form (aka notice of appeal) is not postmarked by the sixty (60) days of receipt, the right to appeal is waived, unless a demonstrated extenuating circumstance prevented a timely appeal being filed as determined by the Commissioner of Utilities Administration. 
· The inability to pay for the utility services as prescribed by the codified ordinances of the City of Toledo is not a basis for an appeal, nor shall the Utility Appeals Board be used as a tool to avoid full payment of valid utility charges.  
· Please be advised that filing a dispute with DPU will only place a temporary “hold” on charges in dispute. All other charges, including future quarterly invoices that are invoiced after the filing date of dispute will be due and subject to late fees and collection activity, per the DPU Rules & Regulations of the Director.   

2. DPU Internal Board of Review (formally known as the Adjustment Committee)
· Upon receipt of a timely appeal, the Customer Service Supervisor shall investigate the concern and attempt to resolve. If unable to resolve the dispute to the satisfaction of the account-holder, a temporary “hold” will be placed on the disputed charges, a case number will be assigned and the appeal will be heard before the DPU Internal Board of Review for consideration of relief of charges. 
· The DPU Internal Board of Review is generally made up of supervisors from Billing, Customer Service and Field Services.  
· The account-holder shall be notified in writing of the decision rendered by the DPU Internal Board of Review within ten (10) business days of The Internal Board of Review rendering a decision. 
· If the request for relief is approved, then the adjustment is made on the account.
· If the account-holder disagrees with the decision of the DPU Internal Board of Review, the account-holder has the right to request a hearing before the Utility Appeals Board.

3. Utility Appeals Board 
· The DPU Account-Holder Dispute Form for the Utilities Appeal Board is available to download from the City of Toledo website at www.toledo.oh.gov/dpudispute or can be requested through contacting Customer Service and must be postmarked within ten (10) business days of the date on the denial letter from the Board of Review. 
· Upon receipt of a timely request for a hearing with the Utility Appeals Board, a case number is assigned to the appeal, and placed on the agenda for the next regularly scheduled monthly Utility Appeal Board hearing. 
· The account-holder shall be notified in writing of the date, time, and place for the hearing. 
· The Utility Appeals Board consists of five (5) voting members and two (2) Ex-officio members appointed by the Mayor and subject to confirmation by City Council. One (1) legal advocate for citizens; three (3) private citizens who are residents of the City of Toledo; one (1) small business owner, one (1) City of Toledo employee representing Finance and Accounts and one (1) City of Toledo employee representing Customer Service.     

Utility Appeals Board Hearing
· At the Utility Appeals Board hearing, the account-holder bears the burden of proof. The account-holder presents his or her case and provides all evidence to justify the claim for relief. 
· Members of the DPU Internal Review Board will also present a case that responds to the account-holder’s case. 
· The members of the Utility Appeals Board shall consider all testimony and evidence before them at the time of the hearing only, and shall approve, modify or rescind the disputed billing charges.  
· The Utility Appeals Board shall not have jurisdiction to consider matters involving theft of services or tampering of metering equipment or matters not previously raised by the aggrieved party during the appeals process stated in Part 9, Title 3, Appendix C, Chapter 105 of the Toledo Municipal Code.

Appeal Conclusion. 
· Within ten business days of the conclusion of the Utility Appeals Board hearing, a formal decision in writing will be mailed to the account-holder. 
· In all decisions involving an amount due, an offer will be made to the account-holder of an installment plan on the disputed charges, with the terms of the installment plan to be at the discretion of DPU.   
· The decision of the Utility Appeal Board shall be deemed a final, appealable order and is appealable to the Lucas County Court of Common Pleas pursuant to Ohio Revised Code Chapter 2506.
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