
1 

 

  

 

 

 

 

 

WSSP  

Troubleshooting  

Guide  

 

Website Edition  

 

 

 

 
 

 

 

 

 

 

 

 

 

 



2 

 

 

 

 

Table of Contents  

FAQôs 
 

1. IntroductionΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΦΦ 5 

 
2. TroubleshootingΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΦ 5 

 
A. Login IssuesΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΦΧΧΧ 5 

1. When I login, the page gets refreshed and I have to enter the 

ŎǊŜŘŜƴǘƛŀƭǎ ŀƎŀƛƴΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΦΦΧΧΦΦр  

2. I am unable to access my account, I have forgotten my  

ǇŀǎǎǿƻǊŘΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΦΦΧΦΦΦт 
3. Can I use the password I received in the e-mail from Pinellas 

County Customer Service as my password? How do I reset my 

ǇŀǎǎǿƻǊŘΚ ΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΦΧΦΧΧΦф 

4. I did not receive a password in an e-mail. I did not receive any  

e-mail ŦǊƻƳ t/¦ ŎƻƴǘŀƛƴƛƴƎ ŀ ǇŀǎǎǿƻǊŘΧΧΧΧΧΧΧΧΧΧΧΧΦΦΧΦмм 
5. I have forgotten my password and my e-mail does not match the 

e-mail on record. I am unable to generate a new password........11 

6. I have forgotten Ƴȅ ƭƻƎƛƴ L5 όǳǎŜǊ L5ύΧΧΧΧΧΧΧΧΧΦΧΧΧΧΧΧмм 

 

B. Visibility IssuesΦΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΦмн 

7. I cannot see the usage History Graph, Account Preference and 

!ŘŘƛǘƛƻƴŀƭ [ƛƴƪ .ƻȄ ƻƴ ǘƘŜ ŀŎŎƻǳƴǘ ǎǳƳƳŀǊȅ ǎŎǊŜŜƴΧΧΧΧΧΧΧмн 

 
C. Bill IssuesΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧ.ΧΦмп 

8. Where can I see my current bill?.................................................14 

9. How do I print the bill from WSSP?.............................................15 



3 

 

10.  How many previous bills can I view?..........................................17 

11.  My current bill is not displayed in the billing history ƭƛǎǘΧΧΦΧΧ.17 

12.  Can I pay my bi-monthly bill from the WSSP website?...............17 

13.  L Ŏŀƴƴƻǘ ǎŜŜ ǘƘŜ ǇŀȅƳŜƴǘ L Ƨǳǎǘ ƳŀŘŜ ƛƴ ǘƘŜ ǇƳǘ ƘƛǎǘƻǊȅ ƭƛǎǘΧΧ.17 

14.  Where can I see my last payment and where can I see my  

payment history?.........................................................................18 

15.  Can I enroll for Paperless Bill through WSSP?.............................18 

16.  L ŀƳ ǳƴŀōƭŜ ǘƻ ǎŜƭŜŎǘ ǘƘŜ tŀǇŜǊƭŜǎǎ .ƛƭƭ ƻǇǘƛƻƴ ƻƴ ǘƘŜ ²{{tΧΦΧмф 

 
D. My Information UpdateΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΦмф 

17.  Can I update my address and phone number from WSSP?........19 

18.  Can I update my e-mail address online?....................................21 

19.  I am trying to update my contact information, but when I click 

ǎǳōƳƛǘ ƴƻǘƘƛƴƎ ƘŀǇǇŜƴǎΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΦΦΧнн 

 
E. Multiple Contract AccountΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧнн 

20.  Can I have multiple accounts in the existing USER ID?................22 

21.  Can I remove an account already registered on the same ID?.....23 

22.  How can I view the details of the second account?.....................23 

 

F. Service Orderséééééééééééééééééééééééééé.23 

23.  Is there an option to request a Move-Out from my online 

account?........................................................................................23 

24.  Where can I place a Reconnection of Service request?...............24 

25.  Where can I place a Disconnection of Service request?..............24 

26.  My name has changed and I want to update it on the account.    

Can the name change be processed from WSSP?.........................24 

27.  What is a Fixed Due Date?...........................................................25 

28.  Where can I enroll for a Fixed Due Date?....................................25  

29.  What are Bill Inserts?...................................................................26 

 
 
 



4 

 

 

 

1  Introduction  

This document is prepared with a purpose to outline the troubleshooting process for the 

Web Self Service Portal commonly known as WSSP. This document will help the user  to 

troubleshoot the WSSP . 

 

2  Troubleshooting  

A.  Login Issues  

1. When I login the page gets r efreshed and I have to enter the credentials 

again  

Ans. The URL has changed for the WSSP, if you have saved it in your 

favorites then please update  it from the PCU website  main page.  

 

Click on the PCU home page link at the bottom of the page and proceed to PCU home page  
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You will be taken to the WSSP website with new Url. The new Url can also be accessed 

directly from https://myutilities -eaccount.utilitiesbp.com/PCUSSP/index.aspx  

 
  

https://myutilities-eaccount.utilitiesbp.com/PCUSSP/index.aspx
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2. I am unable to access my account , I have forgotten my p assword  

Ans. The temporary password can be obtained from the óForgot your password ô link located 

below the Login button.  

 

Enter th e valid credential in the field and new password will be sent to the email Id 

submitted by you.  

 

After submitting the details the password will be reset and a system generated password 

will be sent to your email  address. This may take a few minutes.  
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A system generated password will be sent to you from custsrv@pinellascounty.org . 

 

Open the WSSP web  page and enter your user Id and copy  and  paste  the password 

received in the mail (The system generated password is a combination of various special 

charact ers, it is advisable to copy and paste the password from the mail to avoid login issue caused 

due to invalid password )  
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3. Can I use the password received in the e - mail from Pinellas County 

Customer Service  as my password ? How do I reset my password?  

Ans .  Yes, the password received in the e-mail can be used as your password, however we 

advise you to change your password after the first time you login.  

To change your password login from  the existing password , click on the óupdate my Info ô 

Tab  

 

Click on the óPreferences Tab ô in the óUpdate My Info Tab ô 
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Enter a new valid password, the password must be 8 -10 characters, alphanumeric and have 

at least one uppercase and one lower case value (e.g. Earth123). Click Update and your 

password w ill  be u pdated.  

 

Update message will  be displayed in the update password information box  
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4. I did not receive a  password in an  e- mail/ I did not receive any e- ma il 

from P inellas County Utilities  containing password  

Ans.  The password generation may take some t ime please be patient. Be sure to check 

your  Junk E -mail or Spam boxes. If no e -mail is received or if no password is received in an 

e-mail please contact PCU Customer Service  at 727 -464 -4000.   

5. I have forgotten my password and my e - mail does not match the e - mail 

on record . I am unable to generate a new password  

Ans. If the e-mail on record does not match , please contact Customer Service  and have 

them update your correct e -mail address and then try again to regenerate your password 

for your WSSP account . 

6. I have forgotten my login Id  (user ID)  

Ans.  If you have forgotten your Login Id you can submit a request through  WSSP. The  

Login Id will be sent to you on your registered e-mail address . 

 

 

 

 

Click on the óForgot your user ID?ô 

link  

 

 

 

 

 

 

 

 

Enter the account number and e -mail address  and click submit . 
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B.  Visibility I ssue  

7. I can not see the usage History Graph, Account Preference and Additional      

Link Box on the account summary screen.  

Ans.  If you are using Internet Explorer 9.0 you may face this issue . You can view the 

graphs and other link s if you view the website in compatibility mode.  

To open the website in the compatibility mode by default , please follow the below steps :   

Open the WSSP website in Internet Explorer 9.0  Ÿ Go to Tools  Ÿ Click  Compatibility  View 

Settings Ÿ Add the site Ÿ Click OK  

Press ñAltò button so that you can see the tool bar option at the top. Now, you need to click 

on ñToolsò and select ñCompatibility View settingsò. 
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After clicking on ñCompatibility View settingsò option, a new pop up will appear and  you will 

be asked to add the websites in ñAdd this website fieldò and click on ñAddò so that web 

pages which are added will be opened in compatibility mode by default.  

  

If you want to display all websites in Compatible View by default, you can do so by checking 

the option ñDisplay all websites in compatibility viewò. 

Click on ñcloseò and you can now view all web pages in the compatible view without needing 

to make changes every time you surf the net.  
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C.  Bill Issues  

8. W here can I see my current bill?  

Ans.  The current bill can be viewed in  3 places on WSSP :  

1.  You can view your current bill by clicking on the óView Current bill ô button on the top 

right corner.  

 

2.  You can a lso view by clicking the ócurrent billing cycle ô in the ósummary box ô on the 

main page   
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3.  The bill can also be viewed in the óBills & Payments ô Tab under the history tab by 

clicking the most recent bill date  

 

 

9. How  do I print the bill from the WSSP?  

Ans.  In June 2011 WSSP updated its Billing system; the new bills are now generated in PDF 

format.  

Printing the Bills before June 2011  

Click on the bill in WSSP which you want to print, the bill will be opened in a new window  
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Select your printer and click óOKô to print  

 

 

 

 

 

 

 

 

Printing the Bills after June 2011  

Click on the bill in WSSP which you want to print, the bill will be opened in a new window  

 

 

 

Open  the file on your local system 

in the PDF format .  
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Click the Pri nter Icon and print the bill.  

 

 

10. How many previous bills can I  view?  

Ans. You can view the last 8 periodic bills in WSSP . 

11. My  current bill is not displayed in the billing history list.  

Ans.  If you have received you r current bill in the mail and it is not displayed in the list , 

please contact Pinellas County Utilities , Customer Service  and report the issue.  

12. Can I pay my bi - monthly bill from the WSSP website?  

Ans.  Yes, bills can be paid from the WSSP website by cli cking óPay My Bill Now ô in the 

additional link box on the account summary screen.  

13. I cannot see the payment I just made in the payment history list  

Ans.  A credit card payment is updated immediately , as soon as t he payment is  ma de. A 

checking account pa yment can take two to three days to post. Please check if the payment 

has  been debited to your credit card or bank account. If it is not posted to the Utility 

account, report this to  Customer Service . 
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14. W here can I see my last payment/where can I  see my payment history?  

Ans.  You can view the payments made on the account in the last 12 months in the óBills & 

Paymentsô tab under Payments. 
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15. Can I enroll for paperless bill through WSSP ? 

Ans.  Yes, click on the óBills & Payments ô and select the óDelivery Options ô and change the 

Bill Delivery Option to óPaperless Bill ô

 

You can also click on the Bill Delivery Option óChangeô to navigate to the óBills & Payments ô 

tab screen.  

16. I am unable to select the Paperless Bill  option in  WSSP  

Ans.  Please c ontact P inellas County Utilities , Customer Service  and report the issue and 

they will update  you once the issue is resolved.  

D.  My Info rmation  Update  

17. Can I update my address and phone number from WSSP?  

Ans .  Yes, click on óUpdate my Infoô and select óContact Information ô. Select the check box 

óUpdate/change mailing address if you want to update the address or select the check box 

Update/Change Telephone Number if you want to update the phone number.  
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Once the information is updated you will see the m essage on the screen.

 

You can also remove the phone number from the account by sel ecting the check box for 

ñRemove ò and ñSubmitò.  

18. Can I update my e - mail address online?  

Ans.  Yes, you can update your e -mail address online. Click on óUpdate my Info ô and select 

óPreferences ô enter your new e -mail address and click update.  

 

Once updated you w ill see a message on the screen advising this has been updated.  


