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Adjustments to Bills/Leak Adjustments/Meter Testing 

1. The need to adjust a utility bill may be evident by a Customer complaint of excessive billing or 
evidence of leakage on the Customer side of the meter.  

2. It is the Customer's responsibility to keep the plumbing system in good working order.  

3. No Customer shall receive more than one (1) adjustment for an outside leak, and no more than one 
(1) adjustment for an inside leak during one (1) calendar year.  

4. The Utility will first determine that the meter is properly read, and radio reads match the meter head. 
If an investigation of the meter and meter records establishes that there was a failure of utility 
equipment, a new bill will be issued using an estimated reading based on an average of the past twelve 
(12) months’ billings for this period. There will be no penalty assessed in the event the adjustment 

procedure delays payment past the penalty date.  

5. If an investigation of the meter and meter record establishes that there was no failure of utility 
equipment, the bill will remain valid and payable.  

6. If an adjustment of the Customer's bill is warranted, the amount of the bill will be determined based 
on an average of the billing period for the last twelve (12) months plus one-half of the overage. If a leak 
is determined not to have entered sanitary sewer, 100% of sewer charges will be adjusted less twelve 
(12) months average bill. 

7. Adjustments will be made, if requested, on the sewer portion of a customer’s bill for filling a 
swimming pool per the following criteria: 

a. Adjustments are made only after the first 5,000 gallons used 
b. Adjustments are at the current rate per 1,000 gallons of water used 
c. Only one (1) adjustment will be allowed per calendar year 

  

8. Adjustments on utility bills will NOT be made on the following:  

a. Routine dripping faucets   
b. Premises left or abandoned without reasonable care for the plumbing system.  
c. More than one occurrence per calendar year, unless approved by General Manager. 
d. Watering of lawns/gardens  
e. Filling of hot tubs 
f. Filling of ponds 

 
9. The Utility shall not be obligated to adjust any bills not contested within ninety (90) days from the 
billing date.  

10. The Utility shall be under no obligation to extend the discount or due date or the time for paying 
any bills because the Customer disputes the amount of the bill.  

11. All Customers requesting an adjustment must provide a receipt for parts bought or a company 
repair. If the customer does not have a receipt, they can complete a Affidavit located in HUD office.  

12. The Manager or their designee shall file with the Board at its regular monthly meetings an 
Adjustment Report to be reviewed by the Board and made part of the minutes.  
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Alternative Payment Methods Policy 

Automatic Drafts: 

1. The Utility has a third-party electronic payment processing company that will accept drafts from all 
banks and/or credit cards. 

2. The Customer will complete the draft process through the third-party processor. 

3. The Utility will send an invoice to the Customer with the message “Paid by Bank Draft and/or credit 
card” printed on the invoice on the date of its regular billing. This will give the Customer time to 
examine the invoice before it is deducted from their account.  

4. The Customer’s draft will be presented to the bank and/or credit card for payment on the date the Net 
Amount is due.  

5. If funds are not available in the Customer’s account at the time the draft is presented and the draft is 

returned unpaid, the Utility will: see section 15 

(a) Notify the Customer by phone and/or email that the draft was returned unpaid.  

(b) Upon return of the unpaid draft, an additional charge will be added to the Customer’s account.  

(c) The Customer account will be subject to the Utility's cut-off policy.  
 

6. Any Customers whose draft is returned unpaid more than two (2) times will be removed from the 
automatic Payment Method.  

7. Customers who wish to return to the regular payment options may do so through the third-party 
processor. 

Payment by Credit Card  

1. All credit cards will go through the third-party processor. 

2. The Utility will accept credit/debit cards presented in the following manner:   

(a) In the office, customer will process at a kiosk/ipad  

(b) By phone through third-party automated system   

(c) By internet 

3. The Utility will accept credit/debit card for all services ran through the third-party processor.  

Processing fees requirements:  

TCA 9-1-108 (3) Requires a utility district or municipal entity to “set and collect a processing fee 

in an amount that is equal to the amount paid to the third-party processor for processing the payment. 
However, the processing fee shall not be set in an amount that exceeds five percent (5%) of the amount 
of the payment collected by credit card or debit card. Such processing fee may be waived by approval of 
the Governing Body”.  
 
4. The third-party processor shall charge a processing fee for all credit/debit card transactions. 

5. The Utility shall not make any cash advances or cash returns on cards presented.  
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6. If a card is rejected by the processing company at the time it is presented, the Utility will require 
payment by another method (cash or money order).  

7. If for any reason, a Charge Back is received by the Utility, the Charge Back shall be treated as non-
payment of the Customer’s account and will be subject to the Utility's cut-off policy (“Charge Backs” 

occur when a Customer disputes the charges on their card and the Customer’s credit card company 

charges back the charge to the utility’s credit company).  
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Bad Debt Write-Off 

The Utility will actively pursue the collection of delinquent accounts, regularly review the status of 
delinquent accounts, and write-off amounts determined to be uncollectible. Utility accounts which have 
been delinquent for more than thirty (30) days shall be turned over for collection to a collection agency.  

 
Delinquent accounts should be written off during the fiscal year the account is determined to be 
uncollectible.  
A delinquent account will be considered uncollectible after the appropriate collection procedures have 
been followed and if it meets one or more of the following criteria:  

•The debt is disputed, and the Utility has insufficient documentation to pursue collection efforts; 

•The cost of further collection efforts will exceed the estimated recovery amount; 

•The amount is under $20 and remains unpaid after one year; 
•The account remains unpaid after the applicable period for commencement of a recovery action 
(statute of limitations);  

•The delinquent account holder cannot be located or the debtor’s assets cannot be located; 

•The delinquent account holder has no assets or no assets can be found; 

•The delinquent account holder has died and there is no known estate or guarantor; 

•The delinquent account holder is a company which is no longer in business; 

•The debt is discharged through legal action (bankruptcy or court judgment); 

At least annually, the General Manager will prepare a list of the delinquent accounts which meet the 
criteria for designation as an uncollectible account for approval by the Board of Commissioners. The list 
must include name, account number, and account balance of the uncollectible accounts being written off. 
The Board of Commissioners shall approve the list of delinquent accounts as uncollectible, and the 
uncollectible accounts shall be written off.  
If a delinquent account has been turned over for collection or has been written off as uncollectible, the 
delinquent account holder will not be allowed to sign up for new service by the Utility at any location 
until all delinquent accounts in the name of the account holder and all collection costs for the delinquent 
accounts have been paid. 
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Billing and Payment 

 
1. Utility bills will be rendered monthly.  New service will be billable after 10 days, depending on district 
billing schedule. 
 
2. Utility bills shall include a “net” amount with a payment due date, after which date the “gross” amount 
shall apply.  
 
3. Should the date for payment of a bill fall on a weekend or holiday, the bill may be paid on the 
following business day at the net amount.  
 
4. When a Customer does not pay a bill by the final payment date for the gross amount of the bill, service 
shall be discontinued in accordance with the Utility's Discontinuance of Service Policy. The Customer’s 

bill shall advise the Customer that any dispute concerning the bill must be reported to the Utility before 
the cut-off date to avoid discontinuance of service.  
 
5. Utility bills are recognized as a routine bill owed by the Customer. The Customer’s failure to receive a 

bill does not change in any way the Customer’s obligation to pay the amount due in a timely manner.  
 
6. The following bill payment method/locations are acceptable: 

a. Mail - Payment will be posted according to the day it was received.  
b. Drop-off box - Payment posted on the morning of the business day that box is opened.  
c.  In person. 
d. Via phone through automated system. 
e. Utility’s Internet Site - Payment posted on business day entered.  

 
7. When a Customer receives a bill and considers the bill to be incorrect, the Customer may request a 
review of the bill. See section 1  
 
8. Any payment that fails to clear the bank shall be treated as non-payment. If the payment is returned 
because of insufficient funds or any other reason that is the fault of the Customer, the date of payment 
will be deemed to be the date of good and proper payment. If that date falls after the net amount date, the 
Customer's bill is subject to gross amount charges and returned charges.  
 
9. In the event any Customer fails to pay any utility fee or charge, the Customer shall pay all costs of 
collection including court costs and reasonable attorney's fees incurred by the Utility in collecting such 
sums.  
 
10. Each Customer must give a notice to the Utility of service termination. The Customer will be 
responsible for all charges which accrue to the end of the last day of service, including the minimum 
charge.  
 
11. Procedure for Customer notification of discontinuance of service:  

a. In person: Customer must verify last 4 of social or birthday, or present photo ID 
b. Phone, mail, fax or email: Customer must include address, account number, and one (1) other    
form of positive account identification. 
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Customer Contract 

All new customers or potential customer desiring utility service from this Utility shall fill out a 

CUSTOMER APPLICATION/CONTRACT FORM and will be charged an application fee. The fee associated 

with the application is NOT a security deposit and is NOT refundable. 

 
Customer Fees, Rates, and Charges 

All Fees and Charges set forth in this Policy are found in the Utilities Rates and Fees Schedule. 
 
1. An application fee will be charged to transfer an existing account to a new service if service at both 
addresses overlaps 30 days of service.  
 
2. Property Owners/Landlords who will resume responsibility for service formerly in the name of a tenant 
may pay a one-time fee to cover all property in lieu of an application fee for each property. 
  
3. A tapping privilege fee is a charge made when utility service is initially run from the main line to the 
Customer's property line. The ownership of the tap is conveyed along with the property.  
 
4. A residential or commercial/industrial tap shall entitle a Customer to utility service to one and only one 
dwelling or business. If a second residential dwelling or business is to receive service on the same or 
neighboring tract, a second tap must be obtained.  
 
5. If any Customer fails to disconnect any additional dwellings during the allotted time, the Customer's 
service shall be disconnected for violation of the rules and regulations of this Utility at the convenience of 
the Utility.  
 
6. Customers requiring temporary service shall pay all costs of connecting, in addition to the regular 
charge for water used. 
 
7. If a Customer wishes their service to be temporarily turned off, the Customer must contact the Utility. 
Depending on the duration of the cut-off, the Utility will valve off or remove the meter, at its discretion. 
There could be a fee for the reinstatement of service (see Schedule of Rates and Charges).  
 
8. If the account is active, a minimum bill will be assessed at each billing period (the minimum bill 
reflects each Customer's share of the overhead to operate the system). 
 
9. If full payment of a bill is not received in the Utility office by the close of business on the date noted on 
the bill, the Customer must pay the gross amount shown on the bill.  
 
10. If a Customers payment is returned to the Utility by a financial institution for any reason, the 
maximum fee set by TCA 47-29-102 will be added to the amount due.  
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Discontinuance of Service 

OMISSIONS  

In the absence of specific rules or policies, the disposition of matters related to discontinuance of service 
shall be made by the Governing Board in accordance with its usual and customary practices.  

Fees and Charges for Disconnection of Service are found in the Utilities Rates and Fees Schedule 

1. Reasons for Discontinuance of Service:  

a. Nonpayment of bill or other charges.  
b. Partial payment of bill or other charges.  
c. Failure to comply with utility rules, regulations, or policies.  
d. Any threat to public health on the Customer's premises which may endanger other 

Customers.  
e. Tampering with utility equipment or stealing service.  
f. If a Customer has allowed more than one service on one tap.  

 
 
2. A “Past Due Notice” will not be sent if payment is not received by the due date.  Disconnects/cut-offs 
will be handled in accordance with the Utility's workload.  

 
3. When a Customer receives a bill and considers the bill to be incorrect, the Customer may request a 
review of the bill. See section 1 

4.  For the benefit of the Customer, normal service cut-offs will not be made on a Friday or on the day 
immediately preceding a holiday.  

5.  In the following situations the Utility reserves the right to discontinue service without Customer 
notice:  

a. When in the opinion of the Manager a situation exists that may endanger public health. 

b. Where there is evidence of tampering with utility equipment or stealing of service. 

c. Where it is discovered that a misrepresentation of identity. 

6. Service will be reinstated only during working hours 7:30-4:00 after all fees have been paid, Monday 
through Friday, except in an emergency. Someone must be present in the home before the Utility will 
reconnect. 

7. Utility bills are recurring charges. Failure by the Customer to receive a utility bill will not entitle the 
Customer to be relieved of payment. 

8. Discontinuance of service by the Utility shall not release the Customer from liability for payment for 
service already received or from liability from payments that thereafter become due under the minimum 
bill provisions or other provisions of the Customer's contract.  

9. The Utility shall not be liable for any loss or damage resulting from the discontinuance of service.  
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10. A landlord shall not use the discontinuance of service to his or her property to force a tenant or 
occupant to surrender possession of the property. The landlord shall use appropriate legal means for that 
purpose. 

11. The Customer(s) whose name appears on the application for service is (are) the Customer(s) 
responsible for payment of all charges. That Customer is also responsible for any rules or policy 
violations that occur regarding the utility service to that property. Personal participation by the Customer 
in any such violation shall not be necessary to impose personal responsibility on the Customer.  

12. In the event any Customer fails to pay any utility fee or charge, the Customer shall pay all costs of 
collection including court costs and reasonable attorney's fees incurred by the Utility in collecting such 
sums. 

13. The Utility shall have the right to refuse to render service to an applicant or to any member of an 
applicant's household who is living at the same address whenever such person(s) is (are) delinquent 
on any payment to the Utility or had his or her service discontinued because of a violation of the 
regulations or policies of the Utility.  

14. The Utility shall not disconnect the service to any Customer on a life support system or dialysis 
machine in accordance with this Policy. It is the responsibility of the Customer to notify the Utility if 
service discontinuance would be life threatening. After notification, the Utility will flag the 
Customer's account and meter as an "Emergency Medical Service" to ensure that the service is not 
cut off by Utility personnel or others in accordance with this Policy.  

If an emergency medical service Customer cannot pay a bill or other charge, it shall 
be the Customer's responsibility to find a social service agency or charitable group to 
assist the Customer to prevent the eventual discontinuance of service for nonpayment. 

 
15. The customer is responsible for contacting the Utility to request termination of service, and is 
responsible for all charges that accrue through the last date. 
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Eminent Domain 

1. Normally, the General Manager will determine that the Utility must acquire an easement or property. 

2. Unless the General Manager has already been given specific authority to negotiate for the acquisition 
of the easement or property, the General Manager should advise the Utility's Governing Board of the need 
for the easement or property.  

3. The Board should give the General Manager or some other designee the power to negotiate for the 
acquisition of the easement or property setting forth the purchase price and other parameters which the 
General Manager or its designee shall use to negotiate for the acquisition.  

4. If possible, the General Manager or the Board’s designee shall communicate personally with the 
property owner to describe the Utility's need for the easement or property.  

5. The General Manager or the Board’s designee should have the written easement or contract to purchase 
the real property ready to present to the property owner for execution before the first communication with 
the property owner.  

6. The General Manager or the Board’s designee shall negotiate for the easement or property within the 
parameters set by the Board.  

7. In the event the General Manager or the Board’s designee successfully negotiates the acquisition of an 
easement, the General Manager or the Board’s designee shall have the property owner sign the easement. 
In the event the General Manager or the Board’s designee successfully negotiates the purchase of 
property, the General Manager shall have the owner execute the agreement and shall deliver to the Board 
the original contract for its execution.  

8. The Board may delegate to one of its members, the General Manager, or other designee the power to 
execute any instruments to convey the property to the Utility.  

9. In the event the General Manager or the Board’s designee is not able to negotiate for the easement or 
property within the parameters set by the Board, the General Manager or the Board’s designee shall report 
to the Board on the progress of the negotiations.  

10. The Board may establish new parameters for the acquisition of the easement or property and permit 
the General Manager or its designee to negotiate within these new parameters or determine that the 
easement or property be condemned. 

11. Before the condemnation petition is filed, the General Manager or the Board’s designee shall write the 
property owner to advise him or her that the easement or property must be condemned and to encourage 
the property owner to accept the Utility’s final offer to avoid the expense of litigation.  

12. In the event the Board determines that the easement or property should be condemned, the Board shall 
pass a resolution authorizing the condemnation.  

13. The Board, the General Manager, or the Board’s designee shall contact the Utility’s attorney and 
advise him or her to file the condemnation petition and shall provide the attorney all the information 
needed to file the petition.  

14. When time is of the essence and circumstances do not permit the Utility to follow these procedures to 
condemn an easement or piece of property, the Utility should consult its attorney to determine the 
appropriate course of action when expedited procedures are necessary. 
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Fire Protection Services Policy  

Utility approval of hydrants 

1. The Utility must approve the installation of all fire hydrants connected to its water system. The Utility 
may refuse to allow fire hydrants to be connected to any part of its water system when the Utility, in its 
sole discretion, determines the system will not adequately support the connection or the operation of a fire 
hydrant will adversely affect the services it is currently providing to its customers.  

2. The Utility must approve the location and specifications for the installation of fire hydrants and their 
appurtenances on any water line constructed by developers or other persons in subdivisions, commercial 
developments, industrial areas or any other location where the water line is to be dedicated to the Utility 
upon its completion. 

Hydrant installation 

3. All fire hydrants and their appurtenances must be installed either by the Utility or by a Utility approved 
contractor in accordance with the Utility’s specifications. Fire hydrants and their appurtenances must be 
installed within Utility easements on private property and will not be installed in public right-of-ways 
without the Utility’s consent. 

Operation of hydrants 

4. No fire hydrant will be operated by anyone other than an authorized fire department or Utility 
personnel without the written consent of the Utility. 

5. Fire hydrants shall be operated only with a wrench that is approved by the Utility. 

6. The Utility does not guarantee any pressure or flow minimums for fire hydrants or fire sprinkler 
systems.  

7. Customers requesting the installation of a fire hydrant must pay for all labor and materials necessary to 
properly install the fire hydrant and pay for any other costs incurred for the installation to comply with the 
provisions of this Policy. 

Hydrants installed in areas of inadequate flow pressure  

8. To install a fire hydrant on a water line which is inadequate to handle fire flows, a developer, customer 
or other person must request that the Board of Commissioners adopt a resolution to allow the installation 
for submission to the Department of Environment and Conservation as required by its regulations. When 
the installation is authorized, the approved contractor installing the hydrant must pin, seal, or lock the 
pumper nozzle of the hydrant so that it cannot be opened and must color code the hydrant with black 
paint. These hydrants shall only be used by fire fighters to refill equipment tanks. No pumper truck shall 
be allowed to pump directly from the Utility’s lines through such a hydrant. 

Use of hydrants 

9. Any person who wishes to use fire hydrants to obtain water to construct buildings, or for other 
purposes must obtain permission from the Utility and must use the hydrant in accordance with Utility’s 
fire hydrant use policy. 
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Unauthorized use of hydrants 

11. Any unauthorized person operating a fire hydrant without the consent of the Utility will pay the 
Utility for water used from the hydrant as estimated by the Utility, and will pay for any damage to the 
Utility’s hydrant, equipment or water lines from the unauthorized use. 

Hydrant damage 

12. Any person who damages a fire hydrant with a motor vehicle or by any other means will pay for the 
damage to the Utility’s hydrant, equipment, or water lines caused by the person’s actions. 

Fire Sprinkler System 

13. The Utility must approve the connection of fire sprinkler systems to the Utility’s water lines. 

14. Water obtained for use by a fire sprinkler system will be used for fire protection and for no other 
purpose.  

15. No cross-connection is allowed between a fire sprinkler system and the Utility’s potable water lines.  

16. The Utility shall have right of access during business hours to a customer’s premises for the purpose 
of inspecting fire sprinkler systems.  

17. Water service lines installed by a customer to provide water to a fire sprinkler system for fire 
protection will be owned and maintained by the Customer.  

18. Multiple connections for fire sprinkler service to one structure in service on the effective date of this 
Policy shall be considered a single connection for billing purposes only.  

19. By furnishing water to a Customer for its fire sprinkler system, the Utility assumes no responsibility 
for the compliance of the installation of the fire sprinkler system with any codes, regulations or standards 
governing fire sprinkler systems other than those of the Utility. 
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HYDRANT METER AND BACKFLOW RENTAL POLICY 

For use of a Hendersonville Utility District hydrant, the following conditions must apply: 
 

1.  Any person(s) or business desiring to use a fire hydrant as a source of water will be 
required to make a deposit. 

2. The user will be provided with the following equipment for use while obtaining water 
from the hydrant permitted: 

•A fire hydrant meter assembly; or 

•A fire hydrant meter/backflow preventer assembly. 

 
The user will provide support for the meter assembly when attached to the 
hydrant. The user must NOT allow the weight of the unit to be borne by the 
hydrant nozzle.  

After setting up the hydrant meter assembly, the user will open the hydrant 
completely to avoid damage to hydrant setting. The user will NOT use the 
hydrant main valve to control flows.  

3. The reading on the meter will be recorded on the permit application/agreement when the 
unit is picked up by the user.  

4.  At the end of each day the user will turn off the main valve to the hydrant.  

5.  When the user has finished with their use of the hydrant, the user will remove the fire 
hydrant meter assembly from the hydrant and return it to the District office.  

6.  Utility Management will record the meter reading on the agreement/application.  

7.  Utility staff will inspect the fire hydrant meter assembly for damage.  

8. Every 90 days the user is responsible for renewing the agreement/application at the 
District main office or returns the meter. 

9. The District is not responsible for any damage to personal property or the hydrant in use. 

10. A hydrant wrench must be used and provided by the user. 

11. Temporary meters can only be used in the District’s operational boundaries. 

12. Resale of water is prohibited.  
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HYDRANT METER AND BACKFLOW RENTAL POLICY 

Billing Procedure 
 

 There will be a rental fee per month. 

 The charge for water used will be a minimum of 30,000gls every quarter. Any water 
usage over 30,000 gallons will be charged on the Districts water rates per 1,000 gallons 
of water used. 

 Temporary meter deposits will be refunded only after the meter has been inspected by a 
District employee, and invoice for water usage has been paid in full. 

 If a temporary meter is lost, damaged, or stolen, the temporary meter deposit fee will not 
be returned and the user will be assessed an additional fee.  



 

HYDRANT METER AND 
BACKFLOW RENTAL AGREEMENT 

 

Date:                                                                        Phone No.   

Contractor/Business:   

Billing Address:   

Deposit Amount of $_______________ / Meter Paid:      Yes    /    No 

Official Use Only 
 

 
Meter Identification No: _________________________________________________________________ 
 
Meter Size: _______________________________ 

 
Make: ___________________________________ 

 
Reading Out: ______________________________ 

 
Reading In: _______________________________ 

 
Backflow No. : ________________________________________________________________________ 
 
Date Installed: _____________________________ 

 
Date Removed: ____________________________ 

 
Installed By: __________________________________________________________________________ 
 
Intended Use: 
_____________________________________________________________________________________ 
 
_____________________________________________________________________________________ 
 

I have read and understand the Hydrant Meter and Backflow Rental Agreement 
 

Received By: __________________________      _____________________________    ___________ 
                                           Signature                                                        Print Name                                          Date 

 

Temporary meter deposits will be refunded only after invoice has been paid in full. If meter is lost, 
damaged, or stolen there will be an additional charge. There will be a rental fee per month plus a 
minimum bill for the first 30,000 gallons of water used. Every 90 days the Contractor/Business is 
responsible for renewing their contract at our main office or returns the meter. 

Hendersonville Utility District is not responsible for any personal property damage or hydrant damage. A 
hydrant wrench must be used and provided by the Contractor/Business. Temporary meters can only be 
used in the district’s operational boundaries and resale of water is not permitted by user. 
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Identity Theft Prevention Program of Hendersonville Utility District 

 

The Utility maintains accounts for its Customers to pay for utility service where bills are sent and 
payments are due monthly. These accounts are covered accounts under the Red Flag Rules adopted by the 
Federal Trade Commission (FTC) in 16 C.F.R. § 681.2. The Utility adopts this Identity Theft Prevention 
Program (the Program) to comply with 16 C.F.R. § 681.2 which is designed to detect, prevent and 
mitigate identity theft in connection with these Customer accounts. The accounts covered by this Program 
shall be referred to as Customer accounts. 

SECTION I. IDENTIFICATION OF RELEVANT RED FLAGS 

 A. Risk Factors- In identifying relevant Red Flags associated with Customer accounts, the  
  Utility’s Board of Commissioners and management have considered the following  
  identity theft risk factors: 

1. Types of Covered Accounts- The Utility opens and maintains Customer accounts for  
persons to pay for utility service rendered where bills are sent and payments are due 
monthly which are covered accounts. 

  2. Methods for Opening Accounts- The Utility requires that persons or businesses  
  which wish to receive utility service submit an application for utility service with  
  the following information: 

  a. Name of adult household members on the account; 
  b. Applicant’s date of birth; 
  c. Address location where service shall be provided; 
  d. Mailing address if different than service address; 
  e. Contact and billing information; 
  f. Social Security Number or Tax Identification Number;  
  g. Driver’s license number; and 
  h. Employment information. 
 

The applicant for service may be required to present to the Customer service employee valid government-
issued photo identification as proof of identity. 

  3. Methods for Accessing Accounts - The Utility will allow Customers to access  
   information related to their accounts using the following methods: 

  a. In person at the Utility office with a proper identification; 
  b. Over the telephone after providing the Customer service employee with certain  
   identifying information such as any of the following: the caller’s date of birth, the 
   address and telephone number of the service location, the last four digits of the  
   member’s Social Security Number, Tax Identification Number, a password, or by 
   answering a predetermined challenge question; and  
  c. Over the Internet using a secure password. 
   
  4. Previous Experience with Identity Theft. The Utility is not aware of any security  
   breach of or unauthorized access to its system used to store Customers’   
   identifying information. The historical absence of identity theft of its Customers’  
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   information is due to (1) the limited services and credit provided to its   
   Customers, both of which are tied to an immovable physical location; (2) the  
  minimal size of the population it serves; (3) the relatively low rate of change in Customer 
  base; and (4) the Utility’s procedures for securing Customers’ personal information. 
 
 B. Sources of Red Flags- In identifying relevant Red Flags associated with Customer  
  accounts, the Utility’s Board of Commissioners and management have considered the  
  following sources of Red Flags for identity theft: 
 
  1. Past Incidents of Identity Theft- The Utility is not aware of any security breach of or  
  unauthorized access to its system used to store  Customers’ personal identifying  
  information collected by the Utility. In the event of incidents of identity theft in the  
  future, such incidents shall be used to identify additional Red Flags, and this Program  
  will be amended accordingly. 

2. Identified Changes in Methods of Identity Theft. The Utility will review methods of  
identity theft it has identified to assess changes in identity theft risks. 

  3. Applicable Supervisory Guidance. As a part of its annual review, the Utility will  
  review  additional regulatory guidance from the FTC and other consumer   
  protection authorities on new identity theft risks and recommended practices for   
  identifying, detecting, and preventing identity theft. 
 
 C. Categories of Red Flags- In identifying relevant Red Flags associated with Customer  
  accounts, the Utility’s Board of Commissioners and management have considered the  
  following categories of Red Flags for identity theft. 
 
   

1. Suspicious Documents. The presentation of suspicious documents can be a Red Flag 
for identity theft. Presentation of suspicious documents includes: 

 
  a. Documents provided for identification that appear to have been altered or forged;  

b. The photograph or physical description on the identification is not consistent with the 
appearance of the applicant or Customer presenting the identification;  
c. Other information on the identification is not consistent with information provided by 
the person opening a new account or the Customer presenting the identification;  
d. Other information on the identification is not consistent with readily accessible 
information that is on file with the Utility such as the Customer’s application for service; 
and 
e. An application for service appears to have been altered or forged or gives the 
appearance of having been destroyed and reassembled. 
 
2. Suspicious Personal Identifying Information. The presentation of suspicious personal 
identifying information can be a Red Flag for identity theft. Presentation of suspicious 
personal identifying information occurs when: 
 
a. Personal identifying information provided is inconsistent when compared against 

external information sources used by the Utility;  
b. Personal identifying information provided by the Customer is in-consistent with other 

personal identifying information provided by the Customer; 
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c. Personal identifying information provided is associated with known fraudulent 
activity as indicated by internal or third-party sources used by the Utility, for 
example: 

1. The address on an application for service is the same as the address provided 
on a fraudulent application; or 
2. The phone number on an application is the same as the number provided on a 
fraudulent application. 

d. Personal identifying information provided is of a type commonly associated with 
fraudulent activity as indicated by internal or third-party sources used by the Utility. For 
example: 

1. The address on an application is fictitious, a mail drop, or a prison; or  
2. The phone number is invalid or is associated with a pager or answering 
service. 

e. The Social Security Number provided is the same as that submitted by other persons 
opening an account or other Customers. 
f. The address or telephone number provided is the same as or similar to the account 
number or telephone number submitted by an unusually large number of other persons 
opening accounts or other Customers. 
g. The person opening the covered account or the Customer fails to provide all required 
personal identifying information on an application for service or in response to 
notification that the application is incomplete. 
h. Personal identifying information provided is not consistent with personal identifying 
information that is on file with the Utility. 
i. The person opening the account or the Customer cannot provide authenticating 
information beyond that which generally would be available from a wallet or consumer 
report. 
 
3. Suspicious Activity- The unusual use of or other suspicious activity related to a 
Customer account can be a Red Flag for identity theft. Suspicious activities include: 
a. Shortly following the notice of a change of address for a Customer account, the Utility 
receives a request for the addition of other persons to be served at the address on the 
account. 
b. A Customer fails to make the first payment or makes an initial payment but no 
subsequent payments on the account. 
c. A Customer account is used in a manner which is not consistent with established 
patterns of use on the account such as: 

1.  Nonpayment when there is no history of late or missed payments; or 
2. A material change in the amount of utility service purchased; 

d. Mail sent to the Customer is returned repeatedly as undeliverable although utility 
purchases continue to be made on the Customer account. 
e. The Utility is notified that the Customer is not receiving paper account statements. 
f. A Customer requests that the Utility provide the Customer with personal identifying 
information from the Utility’s records. 
4.  Notices- Notices of potential identity theft are serious Red Flags which notices shall 
include: 
a. Notice from Customers, law enforcement authorities or other persons indicating that a 
Customer may have been a victim of identity theft; 
b. Notice to the Utility that a Customer has provided information to someone fraudulently 
claiming to represent the Utility; 
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c. Notice to the Utility that a fraudulent website which appears similar to the Utility’s 
website is being used to solicit Customer personal identifying information; 
d. The Utility’s mail servers are receiving returned e-mails that the Utility did not send 
indicating that a Customer may have received fraudulent e-mail soliciting Customer 
personal identifying information. 
 

SECTION II.  DETECTING RED FLAGS 
 

A.  The Utility shall obtain identifying information about a person opening a Customer account 
and shall verify the identity of the person opening a Customer account. The Utility will obtain the 
following information to open a Customer account: 
1. Name of adult household members on the account; 
2 Applicant’s date of birth; 
3. Address location where service shall be provided; 
4. Mailing address if different than service address; 
5. Contact and billing information; 
6. Social Security Number or Tax Identification Number; 
7. Driver’s license number. 

The applicant for service may be required to present to the Utility Customer service employee valid 
government-issued photo identification as proof of identity. 
 

B.  The Utility shall not provide identifying information to its Customers, either verbally or in 
writing, even when a Customer is asking for the Customer’s own information. 
C. For existing Customer accounts the Utility shall authenticate Customers, monitor transactions 
and verify the validity of change of address requests. 

 
SECTION III.  PREVENTING AND MITIGATING IDENTIFY THEFT 
 

A.  If a Utility employee detects a Red Flag on a Customer account, the Utility employee shall 
notify the employee’s supervisor or the General Manager that the employee has detected a Red 
Flag. The General Manager may take the following steps to prevent identity theft: 
1. Monitoring a Customer account for evidence of identity theft; 
2. Changing any passwords, security codes, or other security devices that permit access to a 
Customer account; 
3. Reopening a Customer account with a new account number; 
4. Closing an existing Customer account; 
5. Not attempting to collect on a Customer account; 
6. Notifying the Customer; 
7. Notifying law enforcement; or 
8. Determining that no response is warranted under the particular circumstances. 
 
B. If the Utility discovers that any of its Customers have become victims of identity theft, the 
Utility shall notify the Customer and local law enforcement. 

 
SECTION IV.  PROGRAM UPDATES AND ADMINISTRATION 
 
The Utility shall update the Program at least annually to reflect changes in risks to Customers of identity 
theft. In updating the Program, the Utility shall consider the following: 
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A. The Utility’s experiences with identity theft;  
B. Changes in methods of identity theft;  
C. Changes in methods to detect, prevent, and mitigate identity theft;  
D. Changes in the Utility’s types of Customer accounts; and  
E. Changes in business arrangements involving mergers, acquisitions, alliances, joint ventures 
and third party service providers.  

 
SECTION V.  PROGRAM ADMINISTRATION 

A. The Program shall be approved by the Board of Commissioners. The General Manager shall 
oversee the administration of the Program. The General Manager may assign specific 
responsibility for the implementation of the Program to Utility employees. The General Manager 
shall review reports prepared by Utility employees under subsection V.B. 
B. The General Manager shall prepare and present a written report to the Board of 
Commissioners at least annually on the Utility’s compliance with 16 C.F.R. § 681.2. The report to 
the Board of Commissioners shall include a discussion of the following: 

1. The effectiveness of the Program in addressing the risk of identity theft; 
2. Third party service provider arrangements; 
3. Significant incidents of identity theft and management’s response; and 
4. Recommendations for changes to the Program. 

 
The General Manager’s annual report shall be incorporated into the minutes of the Board of 
Commissioners meeting at which the report is given. 
 

C. The Utility has business relationships with third-party service providers for collection of 
delinquent accounts and other services. Under these business relationships, the third party service 
providers have access to Customer identifying information covered under this Program. The 
General Manager shall ensure that a third party service providers’ work for the Utility is 
consistent with this Program by: 

1. Amending contracts with the third party service providers to incorporate these 
requirements; or 
2. Determining that the third party service providers have reasonable alternative 
safeguards that provide the same or a greater level of protection for Customer 
information as provided by the Utility. 
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Public Records Access Policy 
 

BACKGROUND AND PURPOSE  
Utilities in Tennessee must abide by the Public Records Act. Generally, this Act requires that most utility 
documents must be open for public inspection by any citizen of Tennessee. 
The Tennessee Comptroller of the Treasury has established an “Office of Open Records Counsel”. The 
Office of Open Records Counsel serves as the contact for concerns on access to local government public 
records under the Tennessee Public Records Act (Tenn. Code Ann. Sections 10-7-501 et seq.). The Office 
assists in obtaining public records from local government, both in guiding citizens to correct 
offices/officials and in working to resolve disputes regarding access to public records. The Office 
promotes education and awareness of the Tennessee public records and open meetings laws through direct 
outreach and through coordination with existing organizations. This effort is addressed both to citizens 
and to local governments. 
All utilities should visit their web site located at: http://www.comptroller.tn.gov/openrecords/index.asp 
Many questions dealing with records can be answered by reading the FAQ section and most forms that 
you made need in dealing with request for records are available. Other contact information for the office 
is: 

Office of Open Records Counsel 
505 Deaderick Street, Suite 1600 
James K. Polk Building 
Nashville, Tennessee 37243-1402 
Phone: (615) 401-7891 
Toll free phone: 1-866-831-3750 
Fax: (615) 741-1551 
Email: open.records@cot.tn.gov 
Elisha Hodge, JD is the Open Records Counsel for the state. 

All Utilities should adopt a “Best Practices Guidelines” to follow when implementing this Policy. 
 

POLICY STATEMENT  
1.  Procedures Regarding Access, Inspection, and Copying of Public Records:  

a. Consistent with the Public Records Act of the State of Tennessee, Hendersonville Utility District 
(the District) shall provide full access and assistance in a timely and efficient manner to citizens 
of the State of Tennessee who request access to open public records. Upon request the requestor 
shall provide picture identification with a current address to verify Tennessee citizenship.  

b. Employees of the District shall protect the integrity and organization of public records with 
respect to the manner in which such records are inspected and copied. All requests for the 
inspection and copying of public records shall be directed to the District Manager who is the 
District’s designated records custodian.  

c. To prevent excessive disruptions of the work, essential functions and duties of the employees of 
the District, persons requesting inspection may, but are not required to; complete the District’s 
records request form. Persons requesting copying of public records shall complete a records 
request form to be furnished by the District. If a requestor chooses not to complete a records 
request form, or if a requestor requesting copying of public records refuses to complete a records 
request form, a District employee shall complete the form with the information provided by the 
requestor.  

d.  The requestor shall describe the records with specificity so that the records may be located and 
made available for public inspection or duplication.  

e.   When records are requested for inspection and/or copying, the District Manager shall make the 
records available as promptly as possible taking into account the number of requests, the amount 
of records requested the accessibility and location of the records and the District personnel 
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available to locate, retrieve, compile, review and redact and/or copy the records requested. If the 
District is not able to make the records available promptly, the District’s Manager has seven (7) 
business days to do any of the following:  

1.  Produce the records requested;  
2. Deny the request in writing and give an explanation for the denial; or,  
3. Furnish the requestor a completed records request response form developed by 
the office of open records counsel stating the time reasonably necessary to produce such 
record or information or a time when a determination regarding access to the records will 
be provided.  

f. If the public records requested are frail due to age or other conditions and copying of the records 
will cause damage to the original records, the requestor may be required to make an appointment 
for inspection.  

      g. No charge will be assessed to a requestor for inspecting public records only.  
 
 
2.  Charges for Copies of Public Records  

a.  The District will assess a charge of fifteen (15) cents per page for each standard 8 ½ x11 or 8 ½ 
x14 black and white copies produced. A duplex copy will be assessed the equivalent of the charge 
for two (2) separate copies. Plan sheets (24X36) may be made for a charge of $15.00 per sheet for 
black and white copies, and $25.00 per sheet for color. 

b.  If a public record is maintained in color and the District has the capability of making color 
copies, the requestor shall be advised that the record can be produced in color if the requestor is 
willing to pay a charge higher than that of a black and white copy. If the requestor then requests a 
color copy, the District may assess a charge of fifty (50) cents per page for each 8 ½ x11 or 8 ½ 
x14 color copy produced.  

c.  When the District is legitimately unable to produce copies in its office because of the size or 
shape of the public record, the large volume of copies requested or for any other legitimate 
reason, the District will use an outside vendor to produce copies of the requested records, and the 
requestor shall pay the costs of the outside vendor to produce the requested records.  

3. Additional Production Charges  
     a.  The District will use the most cost efficient method of producing the requested records.  
     b.  Delivery of copies of records to a requestor shall be by hand delivery when the requestor returns 

to the District’s office to retrieve the requested records. If the requestor chooses not to return to 
the District’s office to retrieve the copies, the District may deliver the copies through means of 
the United States Postal Service, and the cost incurred in delivering the copies will be assessed in 
addition to any other permitted charge. The District has the discretion to deliver copies of records 
through other means, including electronically, and to assess the costs related to such delivery.  

c.  If the District is assessed a charge to retrieve requested records from archives or any other entity 
having possession of requested records, the District will assess the requestor the cost assessed to 
it for retrieval of the records.  

4.  Labor Charges  
a. “Labor” is defined as the time reasonably necessary to produce the requested records and 

includes the time spent locating, retrieving, reviewing, redacting, and reproducing the records.  
b.  “Labor threshold” is defined as the labor of the employee or employees reasonably necessary to 

produce requested material for the first hour incurred by the District in producing the material.  
c.  The District will charge the hourly wage of the employee or employees reasonably necessary to 

produce the requested records above the “labor threshold.” The hourly wage is based upon the 
base salary of the employee or employees and does not include benefits. If an employee is not 
paid on an hourly basis, the hourly wage shall be determined by dividing the employee’s annual 
salary by the required hours to be worked per year. For example, an employee who is expected to 
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work a 37.5 hour work week and receives $39,000 in salary on an annual basis will be deemed to 
be paid $20 per hour.  

   d.  In calculating the charge for labor, the District shall determine the number of hours each 
employee spent producing a request. The District shall then subtract the one (1) hour threshold 
from the number of hours the highest paid employee spent producing the request. The District 
will then multiply the total number of hours to be charged for the labor of each employee by that 
employee’s hourly wage. Finally, the District will add together the totals for all the employees 
involved in the request and that will be the total amount of labor that can be charged.  

Example:  
The hourly wage of Employee #1 is $15.00. The hourly wage of Employee #2 is $20.00. 
Employee #1 spends two (2) hours on a request. Employee #2 spends two (2) hours on 
the same request. Because employee # 2 is the highest paid employee, subtract the one 
(1) hour threshold from the hours employee #2 spent producing the request. Multiply the 
number of hours each employee is able to charge for producing the request by that 
employee’s hourly wage and then add the amounts together for the total amount of labor 
that can be charged ( i.e. (2x15)+(1x20)= $50.00). For this request, $50.00 could be 
assessed for labor.  
 

e. For purposes of this policy, during each calendar month the District will aggregate the 
number of requests for copies made per requestor. When the total number of requests 
made by a requestor within a calendar month exceeds four (4), the District will begin to 
charge the requestor a fee for any and all labor that is reasonably necessary to produce the 
copies of the requested records after informing the requestor that the aggregation limit 
has been met. Request for items that are routinely released and readily accessible, such as 
agendas for current calendar month meetings and approved minutes from meetings held 
in the previous calendar month are exempt from this policy. Additionally, the District 
will aggregate the total number of public records requests made by a requestor and by 
any other individual, if the records custodian reasonably believes the requestor to be 
acting in concert with or as the agent of another person, entity or organization. When the 
District chooses to aggregate requests by multiple requestors, the District will inform the 
requestors of the determination to aggregate and that they have the right to appeal the 
decision to aggregate to the Office of Open Records Counsel. When aggregating the labor 
of multiple requestors, the District will file a Notice of Aggregation of Multiple 
Requestors with the Office of Open Records Counsel.  

 
5.  Estimate of Charges and Waiver of Charges  

a.  The District will provide the requestor with an estimate of the copying charges, additional 
production costs and labor costs of locating, retrieving, reviewing, redacting and reproducing the 
requested records. When the estimate of the charges exceeds $5.00, the District will require 
payment of the estimate before producing the copies.  

b.  When the charges for copying charges, additional production costs and labor costs are $5.00 or 
less, the records custodian may waive the payment of these charges.  













 

 
 

 Public Records Policy for Hendersonville Utility District 
 

Revised January 2020 
 

 
Pursuant to Tenn. Code Ann. § 10-7-503(g), Hendersonville Utility District (the District) adopts 
this Public Records Policy to provide economical and efficient access to public records as 
provided under the Tennessee Public Records Act (“TPRA”) in Tenn. Code Ann. § 10-7-501, et 
seq.- 
 
 

I. Definitions: 
 
 A.  Records Custodian: The office, official or employee lawfully responsible for the direct 
custody and care of a public record.  The records custodian is not necessarily the original 
preparer or receiver of the record. 
 
 B.  Public Records: All documents, papers, letters, maps, books, photographs, microfilms, 
electronic data processing files and output, films, sound recordings, or other material, regardless 
of physical form or characteristics, made or received pursuant to law ordinance or in 
connection with the transaction of official business by the District.  
 
 C.   Public Records Request Coordinator: The individual designated in Section III.A.3 
of this Policy who has the responsibility to ensure public record requests are routed to the 
appropriate records custodian and are fulfilled in accordance with the TPRA.  The Public 
Records Request Coordinator may also be the records custodian. 
 
 D.   Requestor: A person seeking access to a public record, whether it is for inspection or 
duplication. 
 
II. Requesting Access to Public Records 
 
 A. Public record requests will be made to the Public Records Request Coordinator 
(”PRRC”) or his/her designee. 
 
 B.  Requests for inspection only cannot be required in writing.  The PRRC should request 
a mailing or email address from the requestor for providing any written communication required 
under the TPRA.  
 
 C.  Requests for inspection may be made orally or in writing using the Public Records 
Request Form which is attached.  Requests for inspection may be made in person at 125 Indian 
Lake Road, Hendersonville, TN  37075 or by mail at P.O. Box 180, Hendersonville, TN  37077 
Requests for inspection may be made by phone at [insert District’s main office number] or by fax 
at (615)824-3797. Requests for inspection may also be submitted by email at 
crichardson@hendutil.net. 
 
 D.  Requests for copies, or requests for inspection and copies, must be made in writing 
by using the Public Records Request Form which is attached.  Requests for copies may be 
made in person at 125 Indian Lake Rd, Hendersonville TN 37075 or by mail at P.O. Box 180, 
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Hendersonville TN  37077.  Requests for copies may also be submitted by email at 
crichardson@hendutil.net. 
 
 E.  Proof of Tennessee citizenship by presentation of a valid Tennessee driver’s license 
is required as a condition to inspect or receive copies of public records.  If the requestor does 
not have a Tennessee driver’s license, the PRRC may accept a current, valid Tennessee voter’s 
registration card.   
 
 F.  The requestor may provide his or her identification in person or by sending an 
electronic copy to the PRRC.   
 
III. Responding to Public Records Requests 
 
 A.  Public Record Request Coordinator 
 

 1.  The PRRC will review public record requests and make an initial determination 
of the following: 

 
a. If the requestor provided valid evidence of Tennessee citizenship; 
 
b. If the records requested are described with sufficient specificity to identify 

them; and 
 
c. If the District is the custodian of the records. 
 

2.  The PRRC will acknowledge receipt of the request and take any of the 
following appropriate actions: 
 

a.  Advise the requestor of this Policy and the elections made regarding: 
 

i. Proof of Tennessee citizenship; 
 
ii. Form(s) required for copies; 
 
iii. Fees (and labor threshold and waivers, if applicable); and  

iv. Aggregation of multiple or frequent requests. 

b.  If appropriate, deny the request in writing, providing the appropriate 
ground such as one of the following: 

 
i. The requestor is not, or has not presented evidence of being, a 

Tennessee citizen; 
 
ii. The request lacks specificity (offer to assist in clarification); 
 
iii. An exemption makes the record not subject to disclosure under the 

TPRA (provide the exemption in written denial); 
 
iv. The District is not the custodian of the requested records; or 
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v. The records do not exist. 
 

c.  If appropriate, contact the requestor to see if the request can be clarified or 
narrowed. 

d.  If known, inform the requestor of the governmental entity which is the 
custodian of the requested records.   

 
e.  If requested records are in the custody of a different governmental entity, 

and the PRRC knows the correct governmental entity, advise the requestor of 
the correct governmental entity and PRRC for that entity, if known. 

 
3.  The designated PRRC is: 
 

a.   Name or title: Christy Richardson, Office Manager/PRRC 
 
b.   Contact information: 125 Indian Lake Road, Hendersonville, TN  37075, 

phone (615)824-3717, fax (615)824-3797, or email 
crichardson@hendutil.net 

 
4. The PRRC will report annually to the board of commissioners on the District’s 

compliance with the TPRA pursuant to this Policy and will make 
recommendations, if any, for improvement or changes to this Policy. 

 
 B.  Records Custodian 
 

1.  Upon receiving a public records request, a records custodian will promptly 
make requested public records available in accordance with Tenn. Code Ann. 

 § 10-7-503. If the records custodian is uncertain that an applicable exemption 
applies, the custodian may consult with the PRRC, the District’s legal counsel, or 
the Office of Open Records Counsel (OORC). 

 
2.  If not practicable to promptly provide requested records because additional 

time is necessary to determine whether the requested records exist; to search 
for, retrieve, or otherwise gain access to records; to determine whether the 
records are open; to redact records; or for other similar reasons, then a records 
custodian will, within seven (7) business days from the records custodian’s 
receipt of the request, send the requestor a completed Public Records Request 
Response Form which is attached. 

 
3.  If a records custodian denies a public record request, he or she will deny the 

request in writing as provided in Section III.A.2.b using the Public Records 
Request Response Form. 

 
4.  If a records custodian reasonably determines the production of records should be 

segmented because the records request is for a large volume of records, or 
additional time is necessary to prepare the records for access, the records 
custodian will use the Public Records Request Response Form to notify the 
requestor that production of the records will be in segments and that a records 
production schedule will be provided as expeditiously as practicable.   If 
appropriate, the records custodian should contact the requestor to see if the 
request can be clarified or narrowed. 
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5.  If a records custodian discovers records responsive to a records request were 

omitted, the records custodian should contact the requestor concerning the 
omission and produce the records as quickly as practicable. 

C.  Redaction 
 

1.  If a record contains confidential information or information that is not open for 
public inspection, the records custodian will prepare a redacted copy prior to 
providing access.   If questions arise concerning redaction, the records custodian 
should coordinate with legal counsel or other appropriate parties regarding 
review and redaction of records.   The records custodian and the PRRC may 
consult with the OORC. 

 
2.  Whenever a redacted record is provided, a records custodian should provide the 

requestor with the basis for redaction.  The basis given for redaction will be 
general in nature and not disclose confidential information. 

 

IV. Inspection of Records 
 

A.  There will be no charge for only the inspection of open public records.   
 
B.  The location for inspection of records within the District’s office should be determined 

by either the PRRC or the records custodian. 
 
C.  Under reasonable circumstances, the PRRC or a records custodian may require an 

appointment for inspection or may require inspection of records at an alternate 
location.   

 
V.  Copies of Records 
 

A.  A records custodian will promptly respond to a public record request for copies in the 
most economic and efficient manner practicable. 

 
B.  Copies will be available for pickup at a location specified by the records custodian. 
 
C.  Upon payment for postage, copies will be delivered to the requestor’s home address 
 by the United States Postal Service or other address as specified by the requestor. 
 
D.  A requestor will not be allowed to make copies of records with personal equipment.  

 
VI. Fees and Charges and Procedures for Billing and Payment 
 

A.  Fees and charges for copies of public records should not be used to hinder access to 
public records.    

 
B.  Records custodians will provide requestors with an itemized estimate of the charges 

prior to producing copies of records and may require pre-payment of such charges 
before producing requested records. 

 
C.  When fees for copies and labor do not exceed $5.00, the fees may be waived.  

Requests for waivers for fees above $ 5.00 must be presented to Joe Rewa, General 
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Manager who is authorized to determine if such waiver should be granted.  Fees 
associated with aggregated records requests will not be waived. 

D.  Fees and charges for copies are as follows: 
1.  $0.15 per page for letter and legal size black and white copies. 
 
2.  $0.50 per page for letter and legal size color copies. 
 
3.  Other:  ________________________________________________________. 
 
4.  Labor when time exceeds one hour. 
 
5.  If an outside vendor is used, the actual costs assessed by the vendor.  

E.  No duplication costs will be charged for requests for less than $5.00  
 
F.  Payment is to be made in cash, by personal check or by credit card.  
 
G.  Payment in advance will be required when costs are estimated to exceed $5.00. 
 
H. Aggregation of Frequent and Multiple Requests 
 

1.  The District will aggregate record requests in accordance with the Frequent and 
Multiple Request Policy promulgated by the OORC when more than (4) requests 
are received within a calendar month (either from a single individual or a group 
of individuals deemed working in concert). 

 
2.  If aggregating: 
 

a. The PRRC is responsible for making the determination that a group of 
individuals are working in concert. The PRRC or the records custodian must 
inform the individuals that they have been deemed to be working in concert 
and that they have the right to appeal the decision to the OORC. 

 
b. Routinely released and readily accessible records excluded from aggregation 

include but are not limited to: board meeting minutes and audits. 



 

 
 

PUBLIC RECORDS REQUEST FORM 

HENDERSONVILLE UTILITY DISTRICT 
 
The Tennessee Public Records Act (TPRA) grants Tennessee citizens the right to access open public records that exist at the 
time of the request.  The TPRA does not require records custodians to compile information or create or recreate records that do 
not exist. 
 
To: Hendersonville Utility District and Christy Richardson, Office Manager/Public Records 
Coordinator 
 
From: _________________________________Requestor’s Name and Contact Information (include an 

address for any TPRA required written response)] 
 
Is the requestor a Tennessee citizen?   Yes   No 
 
Request:   Inspection only 
 
    Copy/Duplicate 
 

If costs for copies are assessed, the requestor has a right to receive an estimate.  Do you wish to 
waive your right to an estimate and agree to pay copying and duplication costs in an amount not 
to exceed $           ?  
If so, initial here:   . 

 
 Delivery preference:  On-Site Pick-Up  USPS First-Class Mail 
     Electronic   Other:    
 

Records Requested: 
 
Provide a detailed description of the record(s) requested, including: (1) type of record; (2) timeframe or 
dates for the records sought; and (3) subject matter or key words related to the records. Under the TPRA, 
record requests must be sufficiently detailed to enable a governmental entity to identify the specific records 
sought. As such, your record request must provide enough detail to enable the records custodian responding 
to the request to identify the specific records you are seeking (add additional pages if needed): 
 
______________________________________________________________________________________
______________________________________________________________________________________
______________________________________________________________________________________
______________________________________________________________________________________
______________________________________________________________________________________
______________________________________________________________________________________
______________________________________________________________________________________
______________________________________________________________________________________
___________________________________________________________________________________ 
 

_____________________________________ _____________________________________ 
Signature of Requestor and Date Submitted  Signature of Public Records Request   
       Coordinator and Date Receive 



 

 
 

PUBLIC RECORD REQUEST RESPONSE FORM 

Hendersonville Utility District 

125 Indian Lake Road 

Hendersonville, TN  37075 

 
[Date] 
 
[Requestor’s Name and Contact Information]: 
 
In response to your records request received on [Date Request Received], our office is taking the 
action(s)1

 

indicated below: 
 
  The public record(s) responsive to your request will be made available for inspection:  
 
 Location:   ___________________________   
 Date & Time:    ___________________________ 
  
  Copies of public record(s) responsive to your request  
are: 
   Attached; 
   Available for pickup at the following location: 
        ________________________________________; or  
   Being delivered via:    USPS First Class Mail     Electronically     Other:___________ 
 

  Your request is denied on the following grounds: 
  Your request was not sufficiently detailed to enable identification of the specific requested 

record(s).You need to provide additional information to identify the requested  record(s). 
  No such record(s) exists or this office does not maintain record(s) responsive to your request. 
  No proof of Tennessee citizenship was presented with your request. Your request will be 

reconsidered upon presentation of an adequate form of identification. 
  You are not a Tennessee citizen. 
  You have not paid the estimated copying/production fees. 
  The following state, federal, or other applicable law prohibits disclosure of the requested records: 
_________________________________________________________________________________. 

 
  It is not practicable for the records you requested to be made promptly available for inspection and/or             

copying because: 
  It has not yet been determined that records responsive to your request exist; or 
  The office is still in the process of retrieving, reviewing, and/or redacting the requested records. 
 

The time reasonably necessary to produce the record(s) or information and/or to decide of a proper 
 response to your request is the active Public Record Request Coordinator. 
 



 

REQUISITION FOR BOTTLED DRINKING WATER 

 

ORGANIZATION INFORMATION 

Name of Organization Event Function 

  
 

ADDRESS 
County Street City Zip Code 

    
 

ORGANIZATION CONTACT INFORMATION 
Phone No. Fax No. 

(           ) (           ) 
APPLICANT’S INFORMATION 

Name Title 

  
Phone No. Cell No. (optional) 

(           ) (           ) 
Email Address:  

REQUISITION INFORMATION 
Quantity of Cases  Requested Desired Date of Pick-Up 

  

Applicant understands and agrees that this water is for “Complimentary” 

distribution only and not for resale.  

______________________________________________      Date: _______________________ 
                                              Applicants Signature 

 
HUD Official Use Only 

_______________________________________      Date: ________________________ 
                                                    Approved By: 

 



 

Requisition and Distribution of Bottled Drinking Water Guidelines 

Distribution of all bottled drinking water must be approved through: 

General Manager, HUD or designee(s) 

Hendersonville Utility District 

125 Indian Lake Road 

Hendersonville, TN 37075 

 

September 2014 

 

The following criteria shall apply to all Hendersonville Utility District (HUD) personnel as well as applicants in the 

requisition and distribution process from applicants for bottled drinking water: 

 

1. Only area organizations that are non-profit or not-for-profit will be allowed to make a requisition for bottled drinking 

water. Only the general manager or designee can authorize distribution outside these criteria. The general manager or 

designee may refuse requisition or distribution for any reason; 

 

2. Applicants must complete the “REQUISITION FOR BOTTLED DRINKING WATER” form prior to distribution. Actual 

distribution date/time may vary depending on supply and demand. Individuals/organizations requesting bulk orders (>50 

cases) should expect delays in actual available pick-up date if adequate time is not given to fulfill request. The 

superintendent or his designee(s) of the water treatment plant shall make the determination as to the feasibility of fulfilling 

a requisition; 

 

3. Requisition(s) are for non-profit organizational events and not for  regular scheduled distribution; 

 

4. Bottled drinking water distributed by Hendersonville Utility District is NOT FOR RESALE. Labeling information 

contains this notice and any individual and/or organization discovered selling this product shall be prohibited from future 

acquisitions of bottled drinking water from HUD; 

 

5. The pick-up location will be determined the scheduled day of delivery. All pick-up dates and times shall only occur 

during the normal working hours of Mon-Fri 7:30 AM- 4:30 PM and is subject to change without notice. No pick-ups 

shall be during scheduled holidays. Individual(s) picking up bottled water shall be responsible for loading and 

transportation; 

 

6. Individuals inquiring about product quality information shall be directed to the water treatment plant superintendent. If the 

superintendent is not available, the operations manager will be able to take the inquiry; 

 

7. Hendersonville Utility District does not make any endorsement of agencies or their postings. 
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Return Payment Policy  

If a Customers payment is returned to the Utility by a financial institution for any reason, the maximum 
fee set by T.C.A. § 47-29-102 will be added to the amount due. The fee is set by state law and can only 
be changed by a change to the law. As of April 1, 2013. The Utility will try to notify the Customer that 
the check/draft was returned unpaid and is being held by one of the following methods: 

1. Phone and/or email 
 

The Customer may be required to make payment by cashier’s check, money order, debit/credit card, or 
cash at the discretion of the Utility. Payment must be within 3 days of such notice. If no response is 
received from the Customer or the Utility is unable to contact the Customer within 3 days, the Customer’s 

account will be subject to the Utility’s cut-off policy if payment is not received. 

 

If a Customer has had two (2) consecutive payments returned in a twelve (12) month period, the Utility 
will no longer accept a check/draft presented for payment of any Utility bill, fee or charge, and payment 
must be made by money order, cashier’s check, debit/credit card, or by cash depending on the returned 
payment. The Customer shall continue to pay any Utility bill, fee or charge by money order, cashier’s 

check or by cash until the Customer has made timely payment for twelve (12) consecutive months at 
which time the Customer shall be allowed to pay by check/draft again at the customer’s request. 
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Theft of Service and Tampering 

1. Tampering with Utility equipment or stealing service will be grounds for discontinuance of Utility 
service. Theft of service shall include, but not be limited to the following: 

a. Opening valves at the curb or meter that have been turned off by Utility personnel; 
b. Breaking, picking or damaging cut-off locks; 
c. By-passing meters in any way; 
d. Taking unmetered water from hydrants by anyone other than an authorized official of a 
recognized fire department; fire insurance company or Utility for any purpose other than 
firefighting, testing or flushing of hydrants; 
e. Use of sprinkler system water service for any purpose other than fire protection; 
f. Removing, disabling or adjusting meter registers, or transmitters; 
g. Connecting to or intentionally damaging water lines, valves or other appurtenances for the 
purpose of stealing or damaging Utility equipment; 
h. Moving the meter or extending service without permission of the Utility 
i. Any other intentional act of defacement, destruction or vandalism to Utility property or act that 
affects Utility property; 
j. Any intentional blockage or obstruction of Utility equipment. 

 
2. A "notice of violation" may be mailed or otherwise delivered at the discretion of the Utility Manager if: 

a. Evidence suggests the possibility of theft of Utility service at the Customer’s premises; 
b. The violation does not constitute an immediate threat of safety or equipment integrity to the 
system. 

The Customer will be ordered to immediately cease any unlawful practice. 

3. No "notice of violation" will be mailed or delivered and Customer service is subject to immediate cut-
off in any of the following situations:  

a. In the opinion of the Utility Manager, theft of service is definitely evident on the Customer’s 
premises; 

b. When in the opinion of the Manager a situation exists that may endanger public health; 

4. In addition, the Customer will be subject to service call charges, labor and replacement parts as detailed 
by the Utility. 

5. If the Utility determines theft of service has occurred, it reserves the right to adjust the Customer’s 
current bill and the bills for the past twelve (12) months usage. If the approximate amount of service that 
was stolen cannot be reasonably determined, the Customer’s usage will be set at two (2) to four (4) times 
the minimum bill, as set on a case by case basis by the Governing Board of the Utility according to the 
facts of each case. 
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6.  Service will not be restored until all payments for the following are received by the Utility: 

a. Adjusted payment for Utility service; 

b. Violation payment (see section 4 above); 

c. All service call charges; 

d. Labor; 

e. Replacement parts; 

f. Reinstatement of service charge. 

7. Service will be reinstated only during regular working hours, Monday through Friday, except in the 
case of an emergency. 

8. Discontinuance of service by the Utility shall not release the Customer from liability for payment for 
service already received or from liability from payments that thereafter become due under the minimum 
bill provisions or other provisions of the Customer's contract. 

9. The Utility shall not be liable for any loss or damage resulting from the discontinuance of service. 

10. The Customer(s) whose name(s) appear(s) on the application/contract for service is (are) the 
Customer(s) responsible for payment of all charges. That Customer is also responsible for any rules or 
policy violations that occur regarding the Utility service to that property. Personal participation by the 
Customer in any such violation shall not be necessary to impose personal responsibility on the Customer. 

11. In the event any Customer fails to pay any Utility fee or charge, the Customer shall pay all costs of 
collection including court costs and reasonable attorney's fees incurred by the Utility in collecting such 
sums. 

12. The Utility shall have the right to refuse to render service to an applicant or to any member of an 
applicant's household who is living at the same address whenever such person(s) is (are) delinquent on 
any payment to the Utility or had his or her service discontinued because of a violation of the regulations 
or policies of the Utility. 

13. In the event that the Customer fails to pay said fees and charges as listed above, the Utility may 
prosecute the Customer to the fullest extent of the law. 
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