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Overview
This paper discusses how to inactivate or delete a Utility Billing customer account number.

Why should a customer account number be inactivated?
Customer account numbers generally should not be re-assigned to a new customer.  Instead, it is preferable to simply inactivate the account number if the customer no longer has an account with the city.
When you inactivate customer account numbers that are no longer in use, you can reduce the “active” customer accounts to a more manageable number.  This, in turn, simplifies the selection of active customers from dropdown boxes and can speed up the processing of some reports.
When do you INACTIVATE a customer account number?
There is no timetable to inactivate a customer account number.  You can inactivate customer  account numbers on a monthly basis, quarterly, or you can wait until the end of the year.  Keep in mind that if the customer returns to the city sometime after the account was inactivated, the account can always be re-activated.

Important:  Do not inactivate a customer account number until all payments have been received from the customer.  Or, if enough time has expired such that you feel the amount is not likely to be collected, you can “write off” the remaining unpaid balance and inactivate the customer’s account number.  When I say “write off” the balance, it does not mean that the former customer does not still owe you the balance.  It means you are discontinuing efforts to collect the balance.  If and when you “write off” a customer balance, I suggest you advise the governing body of your intent to do so to make the entire process as transparent as possible.
When do you DELETE a customer account number?
· Before you delete a customer account number you should ask yourself:  “Is there a need, now or in the future, to do an inquiry on the UB transactions for the customer account?”  If you feel comfortable saying “No” to this question, just go ahead and delete the account.

· Two conditions must exist to allow you to delete a customer account: 1) the customer account number must be “Inactive”, and 2) the customer account number cannot have any UB Postings in the current year, or the immediate prior year.

To delete a customer account number, follow these Steps:
· Step 1.  Inactivate the customer account number as explained below.

· Step 2.  Select UB/Setup/Customers.

· Step 3.  Display Inactive UB customers in the listing.

· Step 4.  Highlight the Customer Account in the listing you wish to Delete.

· Step 5.  Click on Delete.

To inactivate a customer account number, follow these Steps:
· Step 1.  Determine if the customer account number has been “closed out” (i.e., zeroed out).

Print a report of the customer’s ending unpaid balance (UB/Customer Assistance).  Save the hard copy of this report, and take notes on it explaining what you did, if anything, to close out (inactivate) the customer account.
If the unpaid balance is NOT zero, go to Step 2 to “close out” the account.  That is, you want the account balance to be zero before you inactivate the customer account.

If the ending unpaid balance is zero, which is what you want, move on to Step 3.

· Step 2.  What you do in Step 2 depends on whether 1) the customer’s ending unpaid balance is positive (customer still owes you the balance), or 2) the customer’s ending unpaid balance is negative (you owe the customer a refund for that amount).

Make a reasonable effort to either collect the amount due, or refund the amount owed to the customer.  This might take months, or even years.  It doesn’t matter.  You can still proceed to inactivate the customer account number.  However, you should document what actions you take on the report printed in Step 1.
Create a new customer payment or billing distribution record to close out (zero out) the account balance.  Use the selections UB/Setup/Customer Payment and Billing Distribution Records.  Click on Add to add a new record and enter the following information:
Type Record:  If the customer’s ending unpaid balance is greater than zero, select Receipt.  If the ending unpaid balance is less than zero, select Billing.

Date:  You should date this transaction the last day of the current month you are working in.  The problem is that you cannot inactivate a customer account number in a month that the account number has any billing or payment transactions.  Thus, after you enter this transaction, you will not be able to inactivate the customer account number until the following month.
Suggestion:  Toward the end of each month, identify those customer accounts that need to be closed out.  If the account does not have a zero ending balance, complete Step 2 and date the transaction the last day of the current month you are working in.  The account can then be inactivated at the end of the following month.  This gives you time to complete the UB month-end reconciliation procedures before you inactivate the account.
Utility:  Select the largest utility, such as Water.

Customer:  Select the customer whose account number is being inactivated.

Fund:  Select the Fund for the utility selected above (e.g., Water Fund).

Receipt Code:  Select the same code that would be used if this were a payment.

Billed Amount:  If the Type Record selected above is Billing, enter the ending unpaid balance amount, but be sure to enter it as a “positive” amount.  Otherwise enter zero.

Collected Amount:  If the Type Record selected above is Receipt, enter the ending unpaid balance amount.  Otherwise enter zero.

Posted:  Enter Y (for Yes).  This is critical.  If you mistakenly enter N and it is a Receipt distribution record, it could be posted to Budgetary Accounting and cause your fund accounting cash balances to be off.
Adjustment:  Enter Y (for Yes).  This is critical.  This designation will distinguish this type of distribution from the “normal” billing and customer payment distribution records.  With this designation, you will be able to print a monthly report of such adjustments (UB/Reports/Monthly Adjustments for Inactive Accounts).  The monthly adjustments report allows you to tie the monthly billings register and the monthly customer payments report to the Monthly System-Wide Summary report as a part of the UB month-end reconciliation.
Important:  After you have entered this distribution record, Re-Print the customer’s unpaid ending balance (see Step 1) to be sure the account has been zeroed out!

You can move on to Step 3 to actually inactivate the customer account number.

· Step 3.  Inactivate the customer account number.

Important:  You cannot inactivate a customer account number in the same month the account has a billing or payment transaction.  The computer will check for this.  If you run into this problem, you must simply wait until the following month to inactivate the account.

Select UB/Setup/Customers.

Locate the Customer in the listing to be inactivated and highlight it.
Click on Edit.

Remove Service Address from account (select blank from Service Address listbox).

UnClick the Active Status Checkbox.

Enter the Inactivation Date (use the month-end date for the current month).

Click on OK.

The customer account number is now inactivated.  However, it can be re-activated using this same procedure and clicking the Active Status back on.

