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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 | login the page gets r efreshed and | 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.

”* Welcome to Pinellas Utilities - Windows Internet Explorer

G@ - [E hktps: freyutilities-eacoount, utilitiesbp, comPCUSSP index, aspx?ReturnUrl="%2FPCUSSP% 2FPreferences, aspx |

File Edit ‘iew Faworites Tools  Help Old Ur for W SSP

«'.:f Fawvorites

29| - g Wielcome to Pinellas Utilities 3¢ | g Welcome to Pinellas Utilities | |

Pinellas
uq,t,g% Utili

_ w Al —

Click on the PCU home page link at the bottom of the page and proceed to PCU home page

Mot registered yet?

Sign up now
Eaorgot vour user 10% The MyeAccount website URL has been changed !!

If you are using the webpage from your saved favosiles then please update the
Forgot your password? new URL from the PCL websile

Click on the PCU home page to proceed to PCU website

PCU Home Page Privacy Policy Terms & Conditions / Legal Motice:




' Pinellas County Utilities Home Page - Windows Internet Explorer

5@ A4 | Q REkpe v pinellascounty, org) Utlities |

e Edit View Favorites  Tools  Help

I Favorites - (§ Pinellas County Utiities H...

[ |

x [@ Welcome ko Pinellas Ukilities

FLORIDA

Utilities

I T

Grab a wet
calculator. Visit
Green Tips to read th
tip, plus 150 more war
to go green and save
|| areen.

Proposed rate changes for water. sewer
and reclaimed water will be considered at a
public hearing on September 27 at 6:30
[

[ more info ]

Utilities
U2 ¢ eAccount |

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

{~ Welcome to Pinellas Utilities - Windows Internet Explorer

New WSSP Url

File Edit ‘“iew Favorites Tools  Help

i Favorites |28 |+ @ Welcome to Finellas Utiitiss X | @& weicome to Pinellas Uities

UTIL%

Wy Utilties eAccount UzerlD:

|
Password: Featureé

+ Enroll in paperle:



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

2. | am unable to access my account . | have forgotten my p assword

Ans. The temporary password can be obtained from the d-orgot your password 6link located
below the Login button.

UTIL

Pinell spens
(gﬁn%g% Utilitie

|I.'-_.-' Utilitiez eAccount UseriD: | My fu eAccou nt ,.”_
et | Features gt
Login Enroll in paperless b

* View and update acce
* View and compare bills

Enroll in automatic ngﬂplﬂﬂ_r" "

Mot registered yet? 2
Ly LN

3 . . . 14

=lan up now + Submit moving informatio

Forgot vour user ID? The MyeAccount website URL has heen changed !
Ifyou are using the webpage from your saved fEuories iin

Forgotvour passwaord? \ new URL from the PCU website

Click on the Forgotyour password ?

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

Utilities
LE o e Account |

Forgotten Password?

Please enter the following information.

Hame on Bill: | |

Account Humber: | |

User ID: | |

Email Address: | |

Enter the valid credentials

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.



Utilities
g ¥ eAccount |
Password Reset is Successful _
Pirsellas,
o ——

A new password will be sent to your email address on record.

Please CLICK HERE to Login and change your password.

%T';f Zﬂm"m&m 3
A system generated password will be sent to you from custsrv@pinellascounty.org
Message from My Online Account for Pinellas County Utilities [ |x  Inbox |x i
show details 3:48 PM (4 minutes ago) 45 Reply | v

custsrv@pinellascounty.org to me

Dear Customer,
Thank you for your recent inquiry using our online service. As requested. your new online password ig bd89BIn0] Please login with your user name
5sword using the Change Passwaord

and this new password at https-//myutilities-eaccount.utilitiesbp.com. Once logged in. you may change your pd

option.

This email was auto-generated by the system. Please do not reply to this email. New Password

4+ Reply =¥ Forward

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 )

New Password received in email

Gy Utilitie

UTILITIES

Iy Utilities eAccount UserlD:
|vertex1 0

o : Features i

Ll 1]} I-Ill ?
E * Enroll in paperless bill
* View and update acce

Mot registered yet? * View and compare bills "
« Enroll in automatic paymentplan




3. Can | use the password received in_the e
Customer___Service _as my password

-mail_from_Pinellas
? How do | reset my password?

County

Ans . Yes, the password received in the
advise you to change your password after

e-mail can be used as your password, however we

To change your password login

Tab

the first time you login.

from the existing password

, click on the dipdate my Info 0]

Customer Name:
Service Address:

Meter Humber:

| BN COUNE JAQRIDA )
Utllltles My Utilities eAccount Home | ContactUs | FAQ | Logout B
QEy €Account |
Welcome Pinellas County

Pinellas County

PR TRV

Lore~ B 27070

R Py

Account Summary Bills & Payments

Summary Of What You Owe:

Click on the d&references Tab

Q View Current Bill m

Account: | AR I70m -

Click on the Update My Info tab

v|

Update My Info Service Order Requests

Usage History (in 1,000 gallons)

AN

6in the dJpdate My Info Tab 0

Utilities
L2 eAccount |

My Utilities eAccount Home | Contact Us | FAQ | Logout

Welcome
Customer Name:
Service Address:

Meter Humber:

Pinellas County
Pinellas County

1 AR o

Largu, re ... - ..

I Account Summary Bills & Payments Update My Info Service Order Requests

] View Current Bill m

Account: [1I77 -~ e

]

.. - P

Current Mailing Address

J Caontact Information || Preferenl:esl | Add Account || Remave Au:u:ount|

Click on the Preferences Tab

Update Current Mailing Address

e T

R 1 S



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.

Account Summary Billz & Payments Update My Info Service Order Requests

| Contact Information | | Preferences | | Add Account | | Remaove Account |

Account Preferences Update Email Address
Descriptive Name | | | Current Email Address: T |
Hickname: —

IMake this my default account.

I
| -

New Email Address: | |
|

Receive email reminder when billis ready (7 ves & Na Confirm Email Address:

for online viewing. (Mote: Choosing this

option does not automatically enrall you in Press Update to save the infarmation above. m
paperless billing).

Press Update to save the infarmation above.

Update Password Enter the New Password

Password must be 8-10 characters, alphanumeyic, and have
at least one upper case and one oy i
Bill Delivery Option Paper Change e
New Password: |.,.."." |
Payment Options non-ABP Change Confirm Passwort: |"""." |

Press Update to save the information above. m

Update message will be displayed in the update password information box

Im Bills & Payments Update My Info Service Order Requests

| Contact Information | | Preferences | | Add Account | | Remave Account |

Account Preferences Update Email Address
Descriptive Name ! | | Current Email Address: . B
Hickname: —

IMake this my default account.

T
[

New Email Address: | |
|

Receive email reminderwhen billis ready ) yes @ ng Confirm Email Address:

for online viewing. (Note: Choosing this
option does not automatically enroll you in
paperless hilling).

Press Update to save the information above. Update

Press Update to save the information above. Update

Update Password
Update Message ——j»|

[Your information has been successfully updated.

Bill Delivery Option Paper Password must be 8-10 characters, alphanumeric, and have

Change
at least one upper case and one lower case value.
Payment Options non-ABP New Password: | |

Confirm Password: | |

Press Update to save the information above.




4. | did not receive a password in an_e-mail/ | did not receive_any e-ma.l

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. | have forgotten my password and my e -mail does not match the e - mail
onrecord . | 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. | 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 .
Pinellas
(ounty Ut
UTILITIES
A}
Utilitiez efAccount UserlD MYJ)

link

aE2Wword Feat

Login * Enroll in

. \ * View an

Mot registered yet? Qick on the Forgot * View an
your user DY link « Enroll in

Sian up now « Submit1
Forgot vour userID? The Myedc

You are u
=

i)

Faorgot your passward?

Enter the account number and e -mail address and click submit

10

Click on the OForgot

your



Utilities
LiE e’ e Account |

Forgotten User ID?

Please provide us with the account number and email address

associated with your My Utilities efccount User ID.

Account Humber: | Enter your A'c No |

Email Address:

Privacy Policy Terms & Condi

B. Visibility | ssue

7. | _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

Open the WSSP website in Internet Explorer 9.0
Settings Y Add the site Y Click OK

Press fAA 0O button so that
on ATool

, please follow the below steps

Y Goto Tools Y Click Compatibility View

you can see the tool

It
s0 and sel é/kitewl Geempa tnighsiol.i t vy

11
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Help

Delete browsing history... Ctrl+Shift+Del
InPrivate Browsing Ctrl+Shift+P
Diagnose connection problems..

Reopen last browsing session

Add site to Start menu

InPrivate Filtering Ctrl+ Shift+F
InPrivate Filtering settings

View downloads Chrl=) | Indude ypdated website lists from Microsoft

Pop-up Blocker Click 1 [] Display intranet sites in Compatibiity View

SrnartScreen Filter Compatibility y ] Display all websites in Compatibiity View

Manage add-ons View SEttingE Clone
Compatibility View

Compatibility View settings

After c¢clicking on ACompatibility Vi ewappeartarndi yogwild opt i on
be asked to add the websites in AAdd this website fie
pages which are added will be opened in compatibility mode by default.

Compatibility Wiew Settings ﬂ

] Youi can add and remave websites to be deplayed n
;:l Compatibility Ve,

A this webabe:
I exampks, coml Add

Websites you've sdded to Compa bty Wiew:
example, com

[ Incude ypdated webste ksts from Microsoft
o | Ceaplay iranel shed i Compaliblity View
Diaplay al websites in Compatility View

——
If you want to display all websites in Compatible View by default, you can do so by checking
the option fADisplay all websites in compatibility view
Click on fAicloseo and you can now view all web pages in

to make changes every time you surf the net.

12



C. Bill Issues

8. W here can | see my current bill?

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

1. You can view your <curr ent View Quirentibiy 6c Ibiuctktionng oonn tthhee t
right corner.

PR NIT, FLORIDA

My Utilities eAccount Home | ContactUs | FAQ | Logout -

O View Current Biii m

i
Account: | hd |

Click to view the current Bill

2. Youcanal so vi ew by cclriert kiling gyclet hbe idén summary bbx 6 on t he

main page
e HUME
Utilities
g eAccount |
Welcome

Customer Name:
Service Address:

Meter Number:

Account Summary Bills & Payme

Click to View Current Bill
Summary Of What You Owe:

Account Status: Active

Current Billing Cycle:  |Mar 2911 - May 2711

Balance Forward: 30.00
MNew Charges: 37942
Total Due Current Bill: 57942
Payments Received: 37942
Linbilled Adjustments: $0.00

PTG PR R ononn

13



3. The bill can al so Biks &Payments do

clicking the most recent bill date

Senice Address:

Meter Number:

i Tna bt huen dée r t he

Account: |

]

Account Summary Bills & Payments Service Order Requests

Automatic Payments |

| Histor}-l | Payments || Delivery Options |

Click Bills & Payments Tab

Click the most recent bill in the

Billing History

To view your bill, select the bill date you wan

history to view the bill

Bill Date Billing Days 0 LEEE Balance Forward Current Invoice Amount Total Amount Due
({In 1,000 gallons)

6 50.00
04/01/2011 g2 5 50.00
D1/25/2011 63 8 50.00
11/23/2010 g0 g 50.00
09/29/2010 60 5 50.00

9. How_do | print the bill from the WSSP?

Ans. In June 2011 WSSP updated its Billing system; the new bills are

format.

Printing the Bills before June 2011

57942
570.80
596.66
$79.37
56018

57942
570.80
596 66
§79.37
56913

now generated in PDF

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

IN 201000449077

Important Message: A new authorized payment processor for Pinellas County
Utilities - Amscot Financial. Paying* your Pinellas
County Utilities bill is even more convenient at any
Amscot location. *Amscot charges a non-refundable
$2.00 convenience fee per transaction.

I eyl e Dl [ el et
IJlln!eIIIallsl(u.our!tyl U T (RS VT GRTE FTTT LR FTTT T

Click on the Printer Icon

UTILITI -464-4000

SERVICE ADDRESS
HURRICANE EVACUATION
LEVEL AS SHOWN BY
UTILITY RECORDS

NON

For evacuation level questions,
call 727-164-3800 or go to
www._pinellascounty. org/emergency

A

14
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Print

Prinker

Comments and Forms:

Status: Ready

3]

Sel

Type: HP Laserlet 4100 Series PCL

[ Document and Markups

Print Range Preview: Composite
@ all

Units: Inches Zoom: 94%
O Current view

Current page 11

Pages [

Reverse pages
Page Handing
Coplss: 1

Page Scaling: | Shrink to Printable Area v
[¥] Auto-Rokate and Center

Collate

[ Choose paper source by PDF page size

Use custom paper size when needed

[CIPrint ta Fil

Printing the Bills after June 2011

ect

your printer

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

S Favortes | @ KUBRA -Doxs VBS

and

\ijl

Qe M4l _:: PPl S

ITIES

Pmellas&
(ount

Click on the Printer Icon

Important Message: A new authorized payment processor for Pinellas County

File Download

Sent process

wadllcial. Paying’
E convenien
Do you want to open or save this file? hes a non-re
Open the file nsaction
@ Mame: document-0.pdf
Type: Adobe Acrobat Docurgént, 61.2K6
From: secureb.i-doxs. P
HUR
Opan ] [ Save ] [ Carcel ] LE
wihile files from the Intermet can be useful, some files can potentially
harm pour computer. If you do not trust the sounce, do not open or
zave this file. Wwhat's the nizk?
elopr
te 80 Fo
3% |
W

IN 202000495072

Utilities - Amscot Financial. Paying® your Pinellas County
Utilities bill is even m =onvenient at any Amscot

location. "Amscot charges a non-refundable $2.00
convenience fee per transaction.

Open the file on your local system
in the PDF format

15



Click the Pri nter Icon and print the bill.

pi document-0[1]. pdf - Adobe Reader,

File Edit Yiew ‘Window Help

f2 & B 2| ]| = @[

Click the Printer lcon

pﬁﬂﬁﬁ?&

10. How many previous bills canl_view?

Im

Ans. You canview 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. Canlpay my bi - monthly bill from the WSSP website?

Ans. Yes, bills can be paid from the WSSP website by cli c ki nPgy My Bill Now 6 in the
additional link box on the account summary screen.

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

Ans. A credit card payment is updated immediately , as soon as t he payment is made. 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, reportthisto Customer Service .

16



14. W here can | see my last payment/where can | see my payment history?

Ans. You can view the payments made on the account in the ]l ast 12 mont hs

Paymentsd tab under Payments.

Utilities

e Account | My Utilities eAccount Home | Contact Us | FAQ | Logout

Customer Name:

Service Address:
Click 'Payments’

Meter Humber: *___..
Account Sun mary Bills & Payments Service Order Requests

History |Payment5||| Delivery Options | | Automatic Payments |

Account: | e |

Click on the 'Bills & Payments'

Payment History Listof Payments made Automatic Bank Payment (ABP)
Payments made on your account withyh the last 12 months Our &utematic Bank Payment option lets you have
Payment Date Payment Date your payment automatically sent to Pinellas County
Utilities (PCLU) from your financial institution.
06082011 $79.42 04/12/2011 870,80
02/08/2011 %06 66 12/08/2010 57937 Each hill that vou receive will show the amount due
and the payment withdrawal date. Your financial
101312010 562.18 08/03/2010 $119.58 institution will automatically transfer the amaunt
0BI022010 577.58 0440612010 335,58 due to Pinellas County Utilities on the due date.
02/09/2010 §77.58 12/09/2009 55228 Enjoy the benefits of ABP (also referred to as ACH)
A0I0REIP00a %4079 08I0=200a 33303

[ TP SO Y S

17



15. Can | enroll for paperless bill through WSSP. ?

Ans. Yes, cl i ck o Billst&Payments 6 and s elDelveryQptioas @ and change the
o}

Bill Delivery Opti n t o Paperlesso6 Bil 6
Utilities 1y Utilit —
N Lt My Utilities eAccount Home | ContactUs | FAQ | Logout
Customer Name: Click 'Bills & P ts' tab
o . ick 'Bills ayments' ta
Service Address: Account: | v|

Meter Number: T

| Histary | | Payments | IDEli'v'EI'y' Options | | painl LN =13 o v LR i P Click 'Delivery Options'
Eill Delivery Options Automatic Bank Payment (ABP
veR Select Paperless y (ABP)
@Paper‘less Bill P Bill Cur Automatic Bank Payment option lets you have

your payment automatically sent to Pinellas County

With environmentally friendly, paperless billing, you will no langer Utilities (PCU) from your financial institution.

receive your paper bill in the mail. However, vou will receive an email

naotification when your bill is available for viewing. Each kill that you receive will show the amount due

® ) and the payment withdrawal date. Your financial
Paper Bill institution will autematically transfer the amount
Your paper bill will he mailed to you via regular mail. due to Finellas County Utilities on the due date.

Enjoy the benefits of ABF (also referred to as ACH)

[ N SO SR

You can also click on t hChangib6l It oDalaivVv g r@EBile&papnedtsh & 6
tab screen.

16. | am unable to select the Paperless Bill option _in_ WSSP

Ans. Please contact 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 | update my address _and phone number from WSSP?

Ans . Yes, click on 6 Updat e mgnd seledt odontact Information & Select the check box
6Update/ change mailing address if you want to update t
Update/Change Telephone Number if you want to update the phone number.

18



J Contact Information | | Freferences | | Add Account | ‘ Remove Account |

Current Mailing Address

Elupdate / change mailing address &Egeﬂ'eded{add'ebmss{m
Address In: ® usa O canada

Address Type: @ physical O PO Box
Address: |5ESEF" | ‘. |

Attention: I:l

Unit Type: [oree ot unithumoer: [ ]
City: [ ]state
Zip Code: |:|

Current Telephone Information

B Select to update the
Alpdate/Change Telephane Mumber l‘E|E|:hDI'B
Remove
Phone: (|513|} ey |- j.,.-';| Extl | Fl
Mobile: ( pl - | O

19



the m essage on the screen.
Current Mailing Address

Update / Change mailing address

Address In; ®usse O Ccanada
Address Type: @ Physical PO Box
Address: |SBE? | |

|
Attention: I:I

Unit Type: I:l Unit Humber:; I:l
City: I:I State: Florida hd
Zip Code: ]

Current Telephone Information

Your information has been successfully updated.

[l update/Change Telephone Number

Phone: (I:l}l:l_l:l Ex-tl:l
Mobile: ( |:| ) |:| |:|

Remove

You can also remove the phone number from the account by sel

ecting the check box for
i Bmove 0 and ASubmito

18. Can |l update my e - mail address online?
Ans. Yes, you can update youre -mai | addr ess onlUpdate myIr@dd i6bc kanan s& | ect

dreferences 6enter your new e -mail address and click update.

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

20



