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Dear Customer,

As your water supplier, we recognize the trust you place
in us to provide high quality, reliable drinking water
service. It is a responsibility we take very seriously.

This guide will help you understand the services we
offer, as well as your rights and responsibilities as an
Illinois American Water customer. We hope you will
review the contents of this guide and keep it for your
future reference.

If you have any questions about our service that

are not answered by the information provided here,
please phone our Customer Service Center at
1-800-422-2782. Our Customer Service Representatives
are available 24 hours a day, seven days a week.

Sincerely,

Karla Olson Teasley, President
Illinois American Water

Quality Water Service

Water utilities have a unique responsibility. We
provide quality drinking water every time you turn
on your water faucet. Our employees conduct an
extensive treatment and monitoring program
designed to achieve compliance with all state and
federal water quality requirements.

Every year we send you a copy of our Water Quality
Report—a comprehensive description of the quality
of your drinking water. We can send you an extra
copy of the report for your area or, if necessary, put
you in touch with a member of our water quality
team. The Water Quality Reports are also available on
the Illinois American Water website at
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24/7 Customer Service

Our Customer Service team is ready to help you with
any questions you have about your water service.
Representatives are available 24 hours a day at
1-800-422-2782. If the representative is unable to
handle your issue, you may ask to speak to a
specialist or supervisor.

Every customer inquiry is handled with attention and
care, and every effort is made to satisfy you. If you feel
we have not responded to your inquiry in a satisfactory
manner, you have the right to request that the Illinois
Commerce Commission (ICC) review the unresolved
dispute. You may contact the ICC at 1-800-524-0795 or
through their website at www.icc.illinois.gov. A copy of
the Illinois Commerce Commission’s Bill of Rights for
Water and Sewer Customers is printed on the back
panel of every customer bill.

If you have a touch-tone phone and know your account
number, you can use our Customer Service Center
automated service (1-800-422-2782) to access your
account 24 hours a day. From the phone menu, you
may learn your current account balance, your usage for
the past three months, when your last payment was
made, and when your next payment is due.

Illinois American Water is committed to a program
of responsive and continuously improved customer
service. You can find the latest customer service
information on the Illinois American Water website
at illinoi . )

Mailing Address

Your bill comes with a return envelope addressed to:
Illinois American Water
P.O. Box 94551
Palatine, IL 60094-4551
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American Water o

Illinois

.
PO Box 578

AW-IL-1027 0208

AMW35i

Alton, IL 62202-0578
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Paying Your Bill

Illinois American Water offers you several payment
options. The easiest way to pay is through our automatic
bill payment program, a service which automatically
deducts your payment from your checking or savings
account as of the due date on your bill. This service has
the added benefit of ensuring that your bill is never paid
late, even when you are away for extended periods. You
can sign up for automatic bill payment by calling our
Customer Service Center at 1-800-422-2782 or by going
to the Customer Service section of the Illinois American
Water website at www.illinoisamerican.com. For a small
fee, you may also pay your bill with a credit card, by
phone or online.

You may also mail your payment to us in the envelope
provided with your bill. If you mail your payment,
please allow enough time for your payment to be
received by the due date.

If you want to pay your bill in person, we have
established payment locations in your community. You
will find a list of payment sites for your area on your
monthly bill. You can also call our Customer Service
Center at 1-800-422-2782 for payment locations in
your area.

If you would like to change the time that your bill
comes due each month, you may request a preferred
due date by calling our Customer Service Center. A
representative will change your billing cycle, so your
bill is due on the date that you request.

Collections Policy—Avoiding a Late Payment Charge
or Disconnection of Service

Your payment is due 21 days after the bill is mailed (14
days for non-residential customers), and the due date
is printed on the front of the bill. Bills not paid by the
due date are considered past due and a late payment
charge of 1.5% of the overdue balance may be
assessed. Should the bill remain unpaid, a Final Notice

Understanding the Charges on Your Bill

Prior to Disconnection will be mailed to the customer.
If payment is not received by the due date on the
Final Notice, water service may be disconnected.

If you receive a Final Notice, please take immediate
action to avoid disconnection. Call the Customer
Service Center immediately at 1-800-422-2782. The
notice will include information about the steps you
need to take and your rights and responsibilities. Even
if you have submitted payment, it is best to call and
verify that payment was received.

When we must disconnect service for nonpayment,
we will do so only between 8:00 a.m. and 2:00 p.m.
Monday through Friday.

We will reconnect your service when conditions which
caused the disconnection have been corrected. You
may be required to pay a service reconnection charge.
This charge is based on the cost of reconnecting your
water service. We may request that an adult be present
when we reconnect water service.

Illinois American Water will waive fees for the first
incidence of a reconnection charge and a late payment
charge one time each calendar year.

Medical Emergency Notice

If someone now living at your home is very sick, Illinois
American Water will not shut off your service if you
provide us with a medical emergency notice. To obtain
the notice, contact your doctor or local board of health
and tell them to call us at 1-800-422-2782. The doctor
may provide this notice to us by phone, but must send
us a written verification on his or her letterhead within
five days. This verification should confirm the sick
person’s residency, illness and the period of time for
which termination of water service will aggravate the
illness. This certification is good for 30 days. It can be
renewed for 30 days by the same procedure.

This sample bill describes most of the charges that appear on customers’ bills. Your actual bill may be different

from this example, because bill components vary by community.

1. Basic Service - Your water service charge is based
on your water meter size. This charge applies each
billing period, even when there is no water usage.

2. Use - This is your cost for water usage—the unit cost
per thousand gallons or per hundred cubic feet,
multiplied by the amount of water used.

3. Supply Charge - Most Chicago Metro-area
customers pay a supply charge, based on the cost
of Lake Michigan water purchased from other
water suppliers. This is a usage charge that
includes a flat rate in some districts.

4. QIP Surcharge - The Illinois Qualified
Infrastructure Plant (QIP) program surcharge funds
company improvements to water pipelines,
hydrants and other infrastructure upgrades in
some communities. This surcharge is based on
water usage.

5. Fire Protection Charge - This charge is for the
installation and maintenance of public fire
hydrants attached to the company’s water mains.
It also covers the cost of upsizing water mains,
production, distribution and storage facilities
needed for proper fire flows.

6. Franchise fee - These fees are:
= Levied by and distributed to a local municipality,
OR
= Assessed to cover the cost of providing water to
municipal facilities.

7. Current Wastewater Charges - This charge appears
on customer bills in communities where Illinois
American Water provides wastewater service or
collects wastewater payments for a city or sewer
authority. These charges may be fixed, or based on
water usage.

8. Sewer Collection and/or Treatment - Some
Chicago Metro-area customers pay a fixed rate for
sewer collection and/or treatment.

9. Sewer Surcharge - Some Chicago Metro-area
customers pay a sewer surcharge based on the cost
of sewage treatment services paid to local service
providers by Illinois American Water.

10. Sewer Charge (City) - Some customers’ bills
include the cost of sewer service provided by their
communities. Illinois American Water adds the
cost to local water bills and collects the charges
for the local sewer service provider.

11. Garbage/Trash - Some communities have
contracted with Illinois American Water to bill
and collect local trash disposal fees.

12. H,0 - The H,0 Program is a voluntary customer
donation to help customers in need to pay for
their water service.

13. Municipal Tax - Some customers pay a municipal
tax, levied by the city in which they live.

14. State Recovery Tax - A fee paid to the Illinois
Commerce Commission to fund their operation.
This fee is based on a percentage of the total
water bill.

If water service is terminated within 14 days prior to
certification of illness, we will restore service, without
a reconnection charge, if we receive the certification
according to the process outlined above.

Disputed Bills

If you disagree with any portion of your bill, you may
contact our 24-hour Customer Service Center at
1-800-422-2782 for assistance. While your account is
being investigated, we will withhold any collection
activity on the disputed amount and will not discontinue
your service. We do ask that you continue to remit
payment for the undisputed portion of your bill while
the charge in question is being reviewed.

Payment Assistance

Sometimes customers face circumstances that stretch
their financial resources. If you cannot pay your bill by
the due date, please contact our Customer Service
Center immediately, before the due date. Our customer
service representatives are available 24 hours a day,

7 days a week at 1-800-422-2782.

When you call, our customer service representatives
will work with you on a plan to pay the balance of
the bill over time. The terms of the agreement will
take into consideration the size of the past-due
account, ability to pay and payment history, any
reason for the outstanding indebtedness and other
relevant factors.

You also may be eligible for assistance through
our H20 Help Program, a customer assistance
partnership with The Salvation Army that is
supported solely by Illinois American Water and
voluntary contributions from our customers. It is
important to take action before service is shut off!

Information about payment arrangements and
the H20 Help Program is available on the Illinois
American Water website at www.illinoisamerican.com.
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