
Milpitas Sanitation, Inc. 
Service Level Reduction Protocol, May 2018        
 
Service level reductions may be taken with accounts remaining unpaid after 120 days from the 
initial billing date and after a 30-day written notice is presented to the account holder:   
 

 For single family customers, MSI may reduce service to one 38-gallon split cart (19-gallons 
for garbage and 19-gallons for food waste) and remove the recycling and yard trimmings 
carts.  A 30-day written notice is required before these actions are taken.  The customer 
may be charged a restart fee of $59.31 to return carts to the previous service level. 
 

 For multi-family dwellings (MFD) and commercial customers, MSI may remove or lock all 
recycling and garbage bins and place one 96-gallon cart for garbage.  All other carts will be 
removed.  To restart services at previous levels, the account holder will be charged a restart 
fee of $59.31 to unlock bins and collect the 96-gallon cart. 

 
Steps taken before a service level reduction is implemented: 
 
1. Residential customers at 90 days overdue are charged a late fee on the next bill.  For these 

quarterly-billed customers, the charge is $20 for each 90 days overdue.  For the monthly-
billed MFD and commercial customers, the charge is $15 for each 30 days overdue. 

 
2. Customers at 60 days overdue receive a letter providing account information and the total 

amount due to bring the account current.  This letter advises of potential service level 
reductions at 120 days overdue. 

 
3. Customers 90 days overdue receive a letter providing account information and the total 

amount due to bring the account current.  This letter will also state that the customer has 30 
days to bring the account current.  If the account is not paid, a service level reduction will 
take place after 120 days overdue. 

 
4. When a customer’s service level is reduced, MSI will notify City staff within 24 hours and 

include complete account and customer contact information. 
 

5. After a service level reduction is in place, MSI will continue the notification and collection 
process with customers to bring accounts current.  When a customer requests to restart 
service at previous levels, MSI will waive the restart fee if the customer enrolls for Auto Pay. 

 

Service Level Reduction Notification and Process Example - Residential 
 
Month 1:  Customer invoices generated on the 1st of this month. 
Month 3:  Collection calls begin and the first notification letters are mailed to accounts 

60 days overdue on the 15th of this month. 
Month 4:  The second notification letter is mailed to accounts 90 days overdue and 

warns of 30-days before service reduction can begin.  Also, the next cycle’s 
invoice is issued.  

Month 5:  Service level reductions begin with the take-back of carts and delivery on one 
38-gallon split cart (19-gallons for garbage and 19-gallons for food waste). 

Total: Customer receives two invoices, two letters, and at least two collection calls. 
Ongoing:  Process is repeated for non-responsive customers. 


