A Guide to Closing Utility Accounts
for Deceased Customers

Closing utility accounts for deceased citizens can be a delicate process. Done thoughtfully, it not
only helps protect your company and the estate, but also provides much-needed support to
grieving families. Handling these situations with sensitivity and care reflects well on your utility
company and can build lasting goodwill. Here's a friendly and straightforward guide to help you
navigate this process with compassion and efficiency.

Why Proper Account Closure Matters
There are a few critical reasons why properly closing a deceased customer’s utility account is so
important:

e Preventing future charges: Continuing to accrue charges after a customer has passed can
create unnecessary complications for their estate. By promptly closing the account, you stop
any further bills from piling up and avoid financial or legal issues for the family or estate
executor.

e Providing peace of mind: Families and executors already have so much to handle after a
loved one passes. Knowing that their loved one's utility accounts have been responsibly closed
can offer them one less worry. This peace of mind is invaluable during such a difficult time.

» Reflecting well on your company: How you handle account closures in these situations
leaves a lasting impression on families. A respectful, organized process shows that your
company values empathy and professionalism. Taking that extra care goes a long way toward
building trust with your customers and community.

Gathering the Right Legal Documentation
To close an account for a deceased customer, there are specific legal steps to follow, but they
don't have to be overly complicated. Here's what you typically need:

o Death certificate: This official document serves as proof of the customer's passing and is
usually required to begin the account closure process.

o Executor or family member ID: The person managing the deceased's estate will need to
provide identification to prove they are authorized to act on behalf of the estate.

o Letter of administration or probate: Sometimes, additional documents like probate papers
or a letter of administration will be required to confirm the executor’'s authority to handle the
deceased’s affairs.

Gathering these documents can feel like a lot for grieving families, but they are necessary for
legal protection. These documents also help prevent fraud by verifying the requester's identity
and authority.

Step-by-Step Guide for Closing Utility Accounts

To make the account closure process as smooth as possible, it's helpful to follow a simple, clear
procedure. Here's a step-by-step guide that covers everything from the first notification to the
final confirmation:

» Receive Notification: The first step is receiving official notification of the customer's death.
This typically comes from a family member or estate executor who contacts your company to
let you know what has happened.

¢ Collect Necessary Documents: Once notified, you'll need to request the legal documents
mentioned above (death certificate, identification, and potentially a letter of administration or
probate) to verify the situation.
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e Review the Account: After gathering the documents, review the customer’s account. This
includes checking for any outstanding balances or pending charges. If there are unpaid bills,
it's important to address how these will be settled before moving forward.

+ Close the Account: With everything in order, you can proceed with closing the account. This
step usually involves stopping service, finalizing any remaining billing, and updating your
internal records to reflect the closure.

» Send a Confirmation: Finally, send a formal confirmation to the family member or executor to
let them know the account has been closed. This may also include a final statement or refund,
depending on the account balance.

Common Challenges and How to Overcome Them

The process of closing accounts for deceased customers can come with its own set of challenges.
However, with the right approach, these issues can be managed smoothly. Here are some of the
most common challenges and how you can tackle them:

» Delays in obtaining documents: Sometimes, families may not have immediate access to the
required legal documents, or they might not know exactly what's needed. By clearly
communicating what documents are required upfront and offering assistance where
possible, you can help them gather what they need more easily.

e Outstanding balances: Dealing with unpaid bills can be tricky, especially in sensitive
situations. Consider having a clear policy in place for handling outstanding balances on
accounts belonging to deceased customers. Offering payment plans or waiving small
amounts can show compassion while also protecting your company’s financial interests.

» Confusion about the process: Grieving families might not be familiar with how to close utility
accounts, leading to frustration. Providing simple, step-by-step instructions—like the ones
outlined here—can demystify the process and make things easier for everyone involved.

Best Practices for Communicating with Families and Executors

When dealing with families and executors, clear and compassionate communication makes all
the difference. This is a tough time for the people involved, and how you approach the
conversation can leave a lasting impact. Here are some best practices to guide your interactions:

» Be empathetic and patient: Keep in mind that families may be overwhelmed. Approach
conversations with empathy, patience, and understanding. A little kindness goes a long way in
easing their burden.

» Use sensitive language: When discussing the closure of a deceased person’s account, avoid
cold or technical language. Instead, use softer, more compassionate wording that
acknowledges the family's loss.

« Provide a single point of contact: It can be frustrating for families to be bounced between
departments or customer service agents. Offering a dedicated point of contact within your
company—someone who can walk them through the process and answer questions—can
make a huge difference in their experience.

« Offer clear guidance: Be as clear as possible when explaining what documents are needed,
what steps will follow, and what they can expect in terms of billing or refunds. Providing them
with a written summary can help reduce confusion.

How We Can Help

At our company, we understand that closing a deceased customer's account can be a difficult
task. That's why we've built software that's straightforward and designed to keep account
information up-to-date easily.
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