
 

 

 

 

 

UTILITY BILLING SEMINAR 

June 13, 2018 

8:30 AM to 4:00 PM 

 

REGIONAL SITES 
 

Algonquin Village Hall  

Aurora City Hall  

Chatham Village Hall  

Elmhurst City Hall  

Hoffman Estates Village Hall  

Moline Water Treatment Plant  

Park Ridge City Hall  

Round Lake Beach Cultural & Civic Center  

Woodridge Village Hall 

Elizabeth Titus Memorial Library -  Sullivan 

https://maps.google.com/?q=209+N+York+St+Elmhurst,+IL+60126&entry=gmail&source=g
https://maps.google.com/?q=209+N+York+St+Elmhurst,+IL+60126&entry=gmail&source=g


IGFOA reserves the right to modify the agenda, sessions, and speakers 
 

 IGFOA Professional Education Committee presents the  

UTILITY BILLING SEMINAR 
JUNE 13, 2018 

8:30 AM – 4:00 PM 

 
AGENDA 

 
8:30 – 8:50 AM  Check-in and Networking  
 
8:50 –9:00 AM  Welcome and Introductions 
 
9:00 – 10:00 AM New Generation of Consumers 

Explore how Millennials and Generation Z are impacting the customer service environment.  
Learn how customer service expectations differ from one generation to the next and how 
you can best respond.  
 
Speaker:  Dave Brady, Manager - Public Sector, Sebis Direct Inc. 
 
Learning Objectives: Participants completing this session will be able to: 
• Obtain an understanding of the cultural differences between various age groups such as 

Millennials and Generation Z.  
• Understand how various age groups are impacting customer service requirements. 
• Build communication techniques and tools to respond effectively.  
 

10:00 – 10:15 AM Break 
 
10:15 AM – 12:00 PM Customer Service in Action 

Learn how to build customer satisfaction by improving communication skills, decision 
making, complaint resolution skills and organization. 
 
Speaker:  Kelly Saunders, Chief Financial Officer, North Park Public Water District 
 
Learning Objectives: Participants completing this session will be able to: 
• Learn fundamental skills of customer service. 
• Acquire effective strategies for dealing with difficult customers. 
• Be better prepared to advice your customers. 
• Build customer satisfaction by improving communication skills and decision making. 
• Be better prepared to resolve customer complaints. 
 

12:00 – 1:00 PM Networking Lunch  
 
1:00 – 2:15 PM  The Future of Payment Collections 

The utility billing payment industry is rapidly changing as new payment options enter the 
market and others increase in popularity.  Explore the payment environment and options 
that exist today and what the environment could look like in a few years.    
 
Speaker:  Mark Petrovich, Senior Project Manager, Automated Merchants Systems Inc 
 
Learning Objectives: Participants completing this session will be able to: 
• Gain an understanding how the payment environment is rapidly changing. 
• Discover what payment options exist to meet customer’s changing preferences. 
• Identify pros and cons of various payment service offerings. 
• Be better prepared to collect payments from your customers. 
 



Utility Billing Seminar Agenda Continued 

 
IGFOA reserves the right to modify the agenda, sessions, and speakers 

 
2:15 – 2:30 PM  Break 
 
2:30 – 4:00 PM  Legal Aspects of Utility Billing 

An attorney well versed in Utility Billing legal issues will address common questions and 
concerns including, bankruptcy/foreclosure, liens, shut-offs, collections, payment plans, 
service/fee adjustments and notices.   If you and your community have legal questions, this 
is an excellent opportunity to have them answered.   
 
Speaker:  Patricia Cross, Assistant Corporation Counsel, Village of Hoffman Estates 
 
Learning Objectives: Participants completing this session will be able to: 
• Learn about the legal issues encountered during the utility billing process, including but 

not limited to bankruptcy/foreclosure, liens, shut-offs, collections, payment plans, 
service/fee adjustments and notices. 

• Ways to improve your policies and procedures as well as ordinances pertaining to utility 
billing and collection. 

• Legal opportunities that exist to aid in collection. 
• Limitations or barriers to shut off water service. 
• Legal pitfalls to avoid. 
 

4:00 PM  Closing Remarks 
 
 
 
 

Many thanks to Allen Altic, Assistant Finance Director, Village of Bloomingdale from the IGFOA 
Professional Education Committee for planning and coordinating the 2018 Utility Billing Seminar! 
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“The idea is to really listen to what the 
other side is saying and feed it back to 
them. It’s kind of a discovery process 
for both sides. First of all, you’re trying 
to discover what’s important to them, 
and secondly, you’re trying to help them 
hear what they’re saying to find out if 
what they are saying makes sense to 
them.” – Chris Voss
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The Definitive Book of 
Body Language,
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i.e. browsers, eCommerce solutions, web servers
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Source: Examples contributed by Jeremy Appel, J.P. Morgan Product

transaction receives a 
sub-optimal interchange rate due to:
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electronic bill notification stored
payment accounts online bill history recurring auto-payments
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et seq

Rockford Savings  Loan Association v. 
Rockford
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Memphis Gas, Light & Water 
Division v. Craft
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Memphis Light, Gas & Water Division v. Craft

Wayt v. Crothersville
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et seq
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Note: Cocanig v. City of Chicago
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Spofforth v. City of Athens

Memphis Light, 
Gas & Water Division v. Craft

Perez v. City of San Bruno

Page 53



Page 54



Page 55



Page 56



Page 57



Page 58



personal

Page 59



Note: Cocanig v. City of Chicago

Village of Sauget v. Cohn
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IGFOA Utility Billing Seminar Speaker Information 

Dave Brady, Director – Public Sector, Sebis Direct, has worked with municipal clients for 
fourteen years providing secure document services and electronic bill presentment and 
payment. Dave leads the municipal practice at Sebis Direct. His company Datum Direct was 
acquired by Sebis Direct in 2010 to work with the public sector. Dave well versed in the 
merging of paper and electronic document processes. Electronic Bill Presentment and 
Payments has surpassed paper billing and that trend is accelerating. As the customer base 
shifts to internet natives (people born after 1990) the world of document delivery will 
continue to shift dramatically. He is a member of AIIM (Association of Imaging and 
Information Management), the international authority on Enterprise Content Management. 
ECM is the use of tools and technologies to capture, manage, store, preserve, and deliver 
content and documents related to organizational processes. He is certified in ECM as an 
Enterprise Content Practitioner and Specialist. He is also certified as an Enterprise 2.0 
Practitioner, the social tools used to manage content (AIIM.org).  
 
Patricia Cross was appointed Assistant Corporation Counsel for the Village of Hoffman 
Estates in August 2011 and her focus has included the collection of past due monies owed to 
the Village. Together with the Village’s Director of Finance Rachel Musiala to enroll the 
Village in the Comptroller’s Debt Recovery Program and to amend and to draft new local 
ordinances to enhance collection efforts, including those relating to business license 
renewals, timely utility payments and ambulance fees. Prior to coming to the Village of 
Hoffman Estates Patti was in private practice in the Chicago area specializing in tort, 
insurance coverage and commercial litigation, including trial work. Patti earned her 
Bachelor of Arts degree from the College of William and Mary in Virginia, and her Juris Doctor 
from Syracuse University College of Law. She is admitted to practice in the State of Illinois, 
in the United States District Court for the Northern District of Illinois, and before the United 
States Supreme Court. 
  
Mark Petrovich has served Automated Merchant Systems, Inc. for the past 9 years in a 
capacity of Senior Project Manager, as well as a creative force in marketing and media. Mark 
is responsible for all print and web-based advertising collateral and communications, PCI 
compliance, product training and payment gateways. Prior to AMS, Mark worked in the 
software industry for 10 years with a focus in Windows network administration and security 
tools and with Lockheed Martin in their performance management division located in 
Orlando, FL.  Mark holds a B.S. Degree in Business Administration from the University of 
Central Florida.  
 
Kelly Saunders is currently the Chief Financial Officer for North Park Public Water District. 
During her career, she has held positions of increasing responsibility in customer service and 
finance. Prior to her current role, she worked for the City of Rockford as the Sr. Capital 
Improvement Program Analyst and as a Financial Analyst for the water department, she also 
spent several years auditing municipalities, school districts, and non-profit organizations. In 
her current role, Kelly oversees the customer service, billing, accounting, budgeting, and 
administrative duties of the water utility. Kelly graduated with a Bachelor’s degree in 
Accounting from the University of Wisconsin-Whitewater in 2011. She is currently working 
on her Master of Public Administration as well as a Class C Water Operator License.  
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DISCLAIMERS AND COPYRIGHT NOTICE 
The  information  and  opinions  conveyed  at  IGFOA  conferences,  institutes,  and  seminars  are 
obtained  from  sources  believed  to  be  reliable,  but  IGFOA makes  no  guarantee  of  accuracy. 
Opinions, forecasts and recommendations are offered by individuals and do not represent official 
IGFOA policy positions. Nothing herein should be construed as a specific recommendation to buy 
or sell a financial security. The IGFOA and speakers specifically disclaim any personal liability for 
loss or risk incurred as a consequence of the use and application, either directly or indirectly, of 
any advice or information presented herein. 
 
Unless  otherwise  indicated,  all materials  are  copyrighted  by  the  Illinois  Government  Finance 
Officers  Association  2018.  The  enclosed  materials  may  not  be  reprinted,  reproduced,  or 
presented in any format without express written authorization. 
 
 
 
 
HOW TO VIEW/DOWNLOAD CPE CERTIFICATES 
CPE Certificates for IGFOA training events are available in your on‐line profile. This profile was 
created either when you became a member of  the  IGFOA or  if  you are a non‐member when 
registering  for  an  event.  To  access,  log‐in  with  your  username  and  password  at 
https://www.igfoa.org/login. This will take you to the IGFOA home page. At the top right of the 
page, click on "Your profile". On your profile page click on "Track your CPE". Please note that CPE 
certificates will only be issued to attendees that meet the CPE participation requirements.  
 
Your username is your email address. To retrieve your password, use the “Forgot your password” 
option at https://www.igfoa.org/members/forgot‐my‐password.   
 
 
 
 
 
© 2018 
Illinois Government Finance Officers Association 
800 Roosevelt Road, Building C ‐ Suite 312 
Glen Ellyn, IL 60137 
Phone: 630‐942‐6587 
Email:  info@igfoa.org 
Visit http://www.igfoa.org 
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