V7 N
e FREQUENTLY C,

EW;
ASKED QUESTIONS customer
DELAWARE Q i

Committed ta Sersice Excells

What is CustomerConnect?

CustomerConnect is our new interactive web portal. CustomerConnect will enable customers to monitor usage
charts, enroll in electronic billing, schedule custom alerts, remit one-time payments, make automatic payments,
analyze bills, see usage to date, and request service directly through the portal. Customers will have 24-hour
access to review the most current and up-to-date account information.

How do | sign up for CustomerConnect?

To register, visit https://payments.cityofnewarkde.us (You will need a copy of your most recent utility bill to
register AND be able to access your email). From the home page, click on the “Register” link as shown below:

,{ Customer | Connect

_

User Login

Username

Password

If this is your first time visiting this site you must create a new
account.

Forgot password? Click here

Forgot username? Click here

> Hew user? Register for a new account.

What type of information will CustomerConnect provide?

CustomerConnect is an interactive portal that allows customers to view real time usage, analyze their utility bill,
create custom alerts and notifications, generate more advanced reports regarding usage and billing history,
initiate service orders, sign up for automatic payments and more.

What payment methods are accepted online?
CustomerConnect allows payments through Visa, MasterCard, Discover, and a checking account. Users
will receive an e-mailed confirmation for successful payments in addition to the web portal confirmation.

Are my CustomerConnect transactions secure?

CustomerConnect is built with security in mind. The website has been certified to be secured for bank
transactions. The site is encrypted with 128-bit encryption and is regularly verified to meet or exceed PCl Data
Security Standard (PCI DSS) compliance standards.

Will there be a charge to pay online?
No, there is no charge to pay via credit card or checking account.

How soon will the payment reflect on my account?

Customer Service will see a pending payment immediately following your transaction. Credit card payments
should be reflected on your account within 24 hours. Checking account payments should be debited from your
account within 48 hours.

*Specific site related FAQs are located on the CustomerConnect portal.
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@ What information is required to use a credit card?
Customers must have the following information to apply a credit card payment:
First Name
Last Name (Alphabet characters only, without spaces)
Billing Zip Code
Credit Card Type
Credit Card Number
Expiration Date
CVV Code (located on the back of the card)
Payment Amount (Decimal required when using dollars and cents)
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& \What information is required to use a checking account?
Customers must have the following information to use a check electronically:
Routing Number
Account Number
Bank Name
Name
Payment Amount (Decimal required when using dollars and cents)
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@® My account number does not match the CustomerConnect.
Many customers are familiar with using the account number after the series of zeroes on their bill.
CustomerConnect will allow you to enter these numbers, but you must skip the first box that is present for the
first three digits prior to the zeroes that you are omitting. Customer Connect will accept your account number
during registration without the 3-digit prefix, but not when you are adding additional users. See below for
clarification:

3-digit prefix Account number after Occupant code

leading 7eroes

Registration Form

Account # | [-] [-] | @
Desired Username | )
Email | |@
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@ | forgot my password, how can | reset?
Resetting your password is easy! Simply click on the link on the homepage that states, “Forgot password?”
Simply answer your security question and enter your e-mail address. A reset link will be e-mailed to you.

@ | forgot my username, how can | reset?
To reset your username, click on the link on the homepage that states, “Forgot username?” Simply answer your
security question and enter your e-mail address. A reset link will be e-mailed to you.

® Who can | reach out to for CustomerConnect assistance?

Our customer service department is available Monday through Friday from 8:30 a.m. to 5:00 p.m. to assist you
with any utility related inquiries at (302)366-7000

*Specific site related FAQs are located on the CustomerConnect portal.



