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1.0 Purpose 
This Standard Operating Procedure (SOP) establishes the procedures for processing billing 
adjustments handled by the Finance division.   

 

2.0 Scope 
This SOP applies to all Guam Waterworks Authority’s (GWA) employees who review and 
process the billing adjustments.   

 

3.0 Policy 
Processing of billing adjustments is governed by Guam laws; the provisions are complied with 
by GWA (see excerpts in Attachment 1). 

 

4.0 Definitions 
4.1. 1 Month: 20 working days.1 
 
4.2. 1 Week: 5 working days.2 

 
4.3. Billing adjustment:  manual or automated revenue adjustment to a customer’s account 

in CC&B resulting from an adjudicated dispute, correction or back billing for additional 
consumption. 
 

4.4. Customer: Person, firm, partnership, corporation, or association, or governmental 
department or agency, whose name appears on the records of the Guam Waterworks 
Authority as the party responsible and liable for receiving water service. The consumer 
or customer shall be the owner of the property to be served or a lawful tenant or agent of 
the owner regardless of the identity of the actual user of the service. 
 

4.5. Oracle Customer Care and Billing (CC&B): GWA’s Customer Information System (CIS) 
that manages information about customers such as addresses, contact numbers, 
customer queries, contacts, and billing determinants. The CIS is used to track all 
correspondence with customers and produce monthly billing invoices. 

 
4.6. Water Audit: A review of records and data that traces the flow of water from its source 

and treatment, through the water distribution system, and through the customers’ water 
meter. It is usually in the form of a worksheet or spreadsheet that details the sources and 
uses for water produced in the GWA water system.3  

 
 
 

 
1 Attachment “1”, CCU GWA Resolution No. 18-FY2019, “Relative to Establishing a Policy on Time Standards for Issuing 
Back Bills for Faulty Water Meter” 
2 Same 
3 M36 Water Audit and Loss Control Program, Manual of Water Supply Practices, 4th Edition 
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5.0 Roles and Responsibilities 
5.1.  

 
General Manager (GM) 
 

Approves this SOP and all its subsequent changes. 
 

5.2.  Chief Financial Officer (CFO) 
 

Oversees the development, revisions, and 
implementation of this SOP as its Policy Owner. 
 

5.3.  Controller 
 
 

Provides oversight, guidance, and applicable training to 
finance employees to ensure full compliance with this 
SOP including accurate calculation, proper 
documentation, timely processing of billing 
adjustments, and timely submission of the required data 
to the Operations personnel needed for the water audit4. 
 
Reviews this SOP annually and makes necessary 
changes to be presented to the CFO for consideration. 
 

5.4.  Utility Service Administrator – 
Customer Care (USA – 
Customer Care)  
 

Provides oversight, guidance, and applicable training to 
Customer Care Department (CCD) employees to 
ensure full compliance with this SOP. 
   

5.5.  Utility General Accounting 
Supervisor (GAS) 
 
 

Complies with the requirements of this SOP to include 
proper review and approval of billing adjustments under 
Finance to ensure that adjustments are accurately 
calculated, properly documented, and timely posted in 
the system. 
 
Ensure that billing adjustment data needed for the water 
audit is properly tracked and timely submitted to the 
Operations Personnel on a monthly basis. 
    

5.6.  Accountant I 
Customer Care Representatives 
(CCR) 
 

Complies with the provisions of this SOP. When 
confronted by a situation not covered by these 
procedures or requires clarification, seek guidance from 
the respective Supervisor, Manager or Administrator.    
 

   

6.0 Procedure Description 
6.1. Back Billing: GWA is authorized under the law to back bill additional consumption due 

to a faulty water meter or previous billing error subject to limitations and conditions 
documented in the CCU GWA Resolution No. 18-FY20195 (see flowchart, Attachment 
2). 

 
6.1.1. Limitation: back bills are limited to four months, or four 30-calendar-day billing 

cycles immediately preceding confirmation of the faulty meter and charges are 
determined by using actual average daily consumption from the two-month or 
60-calendar-day period following the installation of a properly functioning meter.  

 
4 See separate GWA SOP on Water Audits for reference 
5 CCU GWA Resolution No. 18-FY2019, “Relative to Establishing a Policy on Time Standards for Issuing Back Bills for 
Faulty Water Meter” 
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6.1.2. Conditions: GWA Customers should be provided with clear and convincing 

evidence to support the back billing of customers due to faulty meters, 
accompanied by a clear and easy-to-understand back bill:   

 
6.1.2.1. CCR shall send the customer a letter indicating the water meter has 

been replaced within two weeks of the meter exchange date. 
 

6.1.2.2. For failed water meters, CCR shall send the customer a letter 
indicating that the meter was tested and the account is under review 
for potential back billing within two and one-half months of the meter 
exchange date. 

 
6.1.2.3. If a back bill is required, GWA shall issue the bill and send the 

customer a letter with easily understandable calculations explaining 
charges for prior period water consumption within four months of the 
meter exchange date. 

 
6.1.2.4. The letter shall be sent either by customer service or finance 

employees depending on the types of letters to be issued to the 
customers as mentioned above (Sample Automated Letter Template 
to Customers Issued by Finance, Attachment 3). 

 
6.1.3. Below are the procedures for back billing adjustments handled by Finance: 

 
6.1.3.1. A team of two Accountant Is handle the back billing process as 

Counterparts.  Counterpart 1 generates a back billing report and 
identifies those with failed meters.  Report is given to Counterpart 2 
who will calculate and determine the accounts eligible for back billing 
by running system generated reports with all the required data fields.  
The data is then transferred to the back billing spreadsheet for final 
computation and determination of whether a back bill is warranted. If 
warranted, Counterpart 2 makes entry into the customer’s account 
in CC&B.   
 

6.1.3.2. Once done, the worksheets are returned Counterpart 1 for quality 
checks and validation.  Once verified and signed by Counterpart 1, 
Counterpart 2 will post the entry in CC&B for subsequent billing to 
the customer. 

 
6.1.3.3. GAS reviews report monthly and compiles data in a back billing 

database. 
 

6.1.3.4. Customers may dispute the back billing adjustment entered by 
Finance. The dispute process is handled by the CCD6. 

 
6.2. GWA Owned Accounts: GWA establishes metered water accounts for use at GWA 

owned properties.  Like its customers, consumption is measured through meter reads 
and billed in CC&B.  However, accounts are automatically adjusted immediately after 

 
6 See SOP on Handling of Billing Disputes/Complaints Received by GWA 
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billing in the amount equivalent to the amount billed as shown in the Sample GWA 
Accounts Adjustment, Attachment 4.  This will be the same for sewer consumption, if 
billed.   
 

6.3. Port Authority of Guam (PAG) Accounts/Deduct Meter: Two (2) of the PAG’s 
accounts (4786100000 & 5786100000) are connected to a deduct meter. This deduct 
meter supplies water to consumers that have individual accounts with GWA and are 
separately billed by GWA based on actual usage. The 2 PAG accounts’ water 
consumptions include the usage of these GWA customers; thus, PAG’s account is 
adjusted to exclude the charges for these GWA customers based on the following 
procedures: 

 
6.3.1. Every 20th of the month, Accountant I obtains all necessary readings of the 

deduct meter in CC&B, and GWA customer accounts supplied by the PAG water 
meter. 

 
6.3.2. Accountant I prepares the adjustment worksheet and inputs the adjustment in 

CC&B. 
 
6.3.3. The worksheet is submitted to the Utility General Accounting Supervisor (GAS) 

for review. If the adjustment is correct, GAS posts the adjustment in CC&B as 
shown in the Sample PAG/Deduct Meter Accounts Adjustments, Attachment 
5. 

 
6.4. Billing Adjustments Data for the Water Audit: GAS should run the CC&B report to 

track billing adjustments data needed for the Water audit and submit it to the USA-Ops 
or Management Analyst on or before the 10th of the following month.7 
 

6.5. Billing Adjustment Resulting from Adjudicated Billing Dispute: Adjustments 
resulting from a billing dispute shall be handled by CCD. The adjusted amount should be 
checked and approved by the GAS before it is communicated to the customer.  Refer to 
SOP-1200-CS-001, Billing Complaint Adjustment Dispute Appeal. 

 

7.0 Document Approvals  
 

Role Position Name of Approver Approval Signature 
Date 

Approved 

Authors 
Utility GAS 
Management Analyst 1 

Mercedes F. Poliarco & 
Elgine E. Alfonso 

Approval on File   On File  

Policy Owner Chief Financial Officer 
Taling M. Taitano, CPA, 
CGFM 

Approval on File On File 

Final Approver General Manager Miguel C. Bordallo, P.E. Page 1  Page 1 

 
In accordance with existing Guam and Federal laws, the contents of this SOP were reviewed 
thoroughly by its Policy Owner and were found to be:  

 
     appropriate for publication on the GWA website without compromising the security of 
GWA’s system or the public’s health and safety. 
 

 
7 See SOP on Water Audit Handled by Asset Management 
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☐ not appropriate for publication on the GWA website because it might jeopardize the 

security of GWA’s system or the public’s health and safety. 
 

8.0 Records of Revisions 

All suggestions for improvement shall be directed to the Policy Owner indicated below. The 
Policy Owner will consider the input received, develop recommendations on how to address 
the suggestions, and obtain authorization to make the recommended changes. Updates, 
revisions, corrections, and waivers to this SOP shall be made in writing and approved by the 
GM. 
 
8.1. Policy Owner: Chief Financial Officer (CFO) 

 
8.2. Authorization: General Manager 

 

Effective Date Revision Letter Document Author Description of Change 

 Page 1  A  

Mercedes F. Poliarco & 
Elgine E. Alfonso   Initial Release of Policy/Procedure  

 
9.0 References 

9.1. Current Procedures Provided by the UGA Supervisor 
 

9.2. Guam Code Annotated 
 

9.3. CCU GWA Resolution No. 18-FY2019 - Relative to Establishing a Policy on Time Standards 
for Issuing Back Bills for Faulty Water Meter 
 

9.4. SOP on Processing and Issuance of GWA Billing Statement 
 

9.5. 12 GCA §12026 and §12127. Estimated Billings 
 

9.6. 12 GCA §12027 and §12128. Back Billing 
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Attachment 1: CCU GWA Resolution No. 18-FY2019 and Applicable Law 

  
Attachment 3: CCU G 
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Attachment 1: CCU GWA Resolution No. 18-FY2019 and Applicable Law (Cont.) 
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Attachment 1: CCU GWA Resolution No. 18-FY2019 and Applicable Law Cont. 
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Attachment 1: CCU GWA Resolution No. 18-FY2019 and Applicable Law Cont. 
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Attachment 1: CCU GWA Resolution No. 18-FY2019 and Applicable Law Cont. 
 

12 GCA §12026/§12127. Estimated Billings (emphasis added) 

Except as provided in §12027 or §12128 of this title, GWA may NOT bill consumers for consumption 

based upon estimated usage. 

 

• All bills shall be rendered only upon actual readings taken within no more than seventy (70) 

days of the billing, provided, that regular bills are sent at approximately thirty (30) day 

intervals, and further provided that effective July 1, 1994, all meters shall be read at least 

every forty (40) days unless the Public Utilities Commission (PUC) has approved a billing 

plan to read the meters approximately every two (2) months and estimate every other bill. 

  

• All estimated bills shall clearly reflect that they are based on estimated readings. After July 

1, 1994, all estimated billings permitted pursuant to this section and §12027 or § 12128, Title 

12, Guam Code Annotated, shall be allowed only if the PUC has approved a comprehensive 

billing plan permitting estimated readings as permitted by said sections, and has established 

a formula for determining the estimated bills and has established a formula to ensure that all 

under- and over-estimated bills be fully adjusted for actual usage at the next subsequent 

billing based on actual usage. 

  

• If a utility fails to read a meter for more than seventy (70) days, it can only charge the 

customer for actual usage based upon consumption between the dates of a new actual 

reading of the customer’s meter and a subsequent timely reading to determine actual usage, 

and subsequent timely readings thereafter. 

  

• In the event of a natural disaster such as a typhoon, earthquake, tidal wave or other natural 

disaster or unusual circumstances, the Governor may by executive order, extend this 

seventy-(70) day period for readings of the utility in question, up to a period of one hundred 

twenty (120) days, in increments of fifteen (15) days at a time, with any subsequent orders 

signed at least three (3) days after the previous order, which orders may not cumulatively 

extend the time for billing beyond a total of one hundred twenty (120) days from the date of 

the last billing.  

This section shall not apply in any case where the utility proves that there was fraud or tampering 

with the meter in question on the part of the consumer or by an agent or employee of the 

consumer, or where there is proof of fraud, collusion or conspiracy by the consumer to pay less 

than the proper charges to the utility concerned.  

If the meter in question is inaccessible to the utility’s meter readers as a result of the fault of the 
consumer, and the consumer has been notified in writing of such inaccessibility, then this section 
shall not apply and the utility can make estimated billings until the meter is accessible.  
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Attachment 1: CCU GWA Resolution No. 18-FY2019 and Applicable Law Cont. 

 
12 GCA §12027/§12128. Back Billing (emphasis added) 

 

GWA may NOT back bill customers for additional consumption of water or sewer due to faulty meters 

or previous billing errors, except as provided in this section.  

• In cases of non-functioning or defective meters, GWA is prohibited from back billing 

customers for additional consumption of water based upon estimated usage except for back 

billing not exceeding the four (4) billing cycles of approximately thirty (30) days each 

immediately preceding the discovery by such utility of the error, and not to exceed four (4) 

months, for the reasonably estimated usage for such cycles, using reasonable estimates 

based upon subsequent actual average daily consumption by the consumer over a two (2) 

month period, or other formula, with any such other formula to approved by the Public Utilities 

Commission.  

 

• In cases of other billing errors or omissions GWA is prohibited from back billing customers 

for additional consumption of water and sewer except for back billing not exceeding the four 

(4) billing cycles of approximately thirty (30) days each immediately preceding the discovery 

by such utility of the error, and not to exceed four (4) months.  

 

• The time limitations of this section shall not apply in any case where a meter is shown by the 

utility to have been damaged or to be unavailable to be read as a result of actions or 

negligence of the consumer, where there is active fraud or tampering with the meters in 

question on the part of the consumer or by an agent or employee of the consumer, or where 

there is proof of fraud, collusion or conspiracy by the consumer to pay less than the proper 

charges for water, sewer or power.  

For purposes of this Section, the burden of proof shall be on the utility by clear and convincing 
evidence that the meters were actually read.  

DocuSign Envelope ID: 5ED77909-153A-48B0-8987-4AC22843B56A



Billing Adjustments Under Finance Division  

 
Page 12 of 16 

 

Attachment 2: Back Billing Adjustment Under Finance Flowchart  
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Attachment 3: Sample Letter Template to Customers Issued by Finance 
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Attachment 3: Sample Automated Letter Template to Customers Issued by CCD 
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Attachment 4: Sample GWA Accounts Adjustment 
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Attachment 5: Sample PAG/Deduct Meter Accounts Adjustments 
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