
  Naperville eBill Frequently Asked Questions 
 
 
Important Information About Enrollment 
 

• The new eBill portal is now the only way to view and manage utility bills online.  
• Current users who did not re-enroll before January 1 will receive paper billing statements, starting 

with the January billing cycle.  
• All users must create a new account with a new username and password.  

o This includes customers who previously used eBill.  
o Usernames and passwords from the previous system will not work. 
o Previous eBill users must re-enroll to regain access to online bills. 

• To enroll, you will need your account number, exactly as it appears on your bill (including dashes), 
and your mailing ZIP code.  

• Once enrolled, you can set up a new profile and account preferences, including autopay. 
 

Click here to Enroll Now 
 
Important Information About Automatic Payments (AutoPay) 

• After you enroll, automatic payments will begin with your next billing cycle.  
• Any existing balance at the time of enrollment won’t be deducted automatically and must be paid 

manually to avoid late fees. 
• Be sure to review your AutoPay settings regularly, especially if you have set a maximum payment 

limit. 
• If your Maximum Amount setting is currently lower than your most recent bill amount, AutoPay 

will not process your current balance.  
• You may set your Maximum Amount to $0.00 if you would like AutoPay to automatically pay the 

full bill amount each billing cycle. 
• You must cancel your current autopay method and re-enroll in Autopay to update your 

preferences.  
• Steps to update your AutoPay Maximum Amount: 

o Under Account Preferences, click Change Preferences. 
o Uncheck Auto Credit Card or ACH, depending on your current payment method. 
o Click Continue. 
o Click the box to confirm the change. 
o Re-enroll in AutoPay by entering your credit card or checking account information and 

selecting a new Maximum Amount. 
 
About the New eBill Portal - Frequently Asked Questions 
 
Q. Why is the City switching to a new eBill system? 
A. The City’s current vendor is discontinuing their software on December 31, 2025. The new vendor, Sebis 
Direct, Inc., also manages the City’s paper utility bills, offering a more seamless and consistent billing 
experience for customers both online and offline. 
 
Q. What is different about the new portal? 
A. The new portal incorporates features customers have requested most, including removing auto-pay 
end-date requirements, a more flexible and user-friendly password policy that makes creating and 
resetting credentials easier, and providing PDF bills directly by email so customers can access and manage 
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their information without logging in.  
 
Digital bills now feature a cleaner layout, first introduced to paper billing customers in summer 2024, 
designed to make account details easier to understand. Click here to view a guide on how to read your 
utility bill. Click here to view a sample utility bill. 
 
Q. Why do I have to re-enroll in the new system if I’m already a current eBill customer? 
A: Previously saved payment methods and preferences will not be transferred to the new system and will 
need to be re-entered. Re-enrollment ensures account protection, verifies customer identities, and 
ensures billing and service records remain accurate and secure.  
 
Q. What will happen if I did not re-enroll by January 1, 2026? 
A. Current users who did not re-enroll before January 1 were switched to paper billing, starting with the 
January billing cycle.  
 
Q. Will my account number or billing cycle change? 
A: No, account numbers and billing cycles will not be impacted by the transition.  
 
eBill Frequently Asked Questions 
 
Q. What is Naperville's eBill service? 
A. Naperville's eBill service is an electronic method of viewing and paying your Naperville utility bill(s) 
online. Access to your eBill is available 24 hours a day, 7 days a week, from any Internet-enabled device, 
safely and securely. 
 
Q: Is Naperville's eBill the same as my monthly utility paper statement? 
A: Naperville's eBill is your regular statement in an electronic format. The eBill provides the same usage, 
payment, and date information as the monthly City of Naperville paper bill. 
 
Q: How does eBill work? 
A: As an eBill customer, you will receive an email each month at your chosen email address informing you 
that your newest bill is available. The email will include a link to the eBill login page. From there you can 
log in to view and pay your bill.  
 
Why should I enroll in eBill? 
 

• It’s easier to use. A cleaner, more user-friendly design makes it easy to navigate.  
• Save time with autopay. Set up payment methods in minutes and avoid missed due dates and late 

fees.  
• Quick Pay option. In a hurry? Quick pay lets you make a payment without signing up. Just use the 

information on your statement to pay instantly.  
• Enhanced security options. More flexible password requirements help you create a secure yet 

easy-to-remember password.  
• More access to billing history. You’ll soon be able to view up to 13 months of statements as they 

become available. That’s more than double the six months offered in the previous system.  
• Improved bill format. View and download digital copies of your bill featuring our clean, easy-to-

read layout, first introduced to paper billing customers in summer 2024, to make understanding 

javascript:ClickThumbnail(6)
https://www.naperville.il.us/globalassets/media/finance-documents/utility-billing/Utility-Bill-Explained-2024/
https://www.naperville.il.us/globalassets/media/finance-documents/utility-billing/Utility-Bill-Explained-2024/
https://www.naperville.il.us/globalassets/media/finance-documents/utility-billing/sample-bill-june2024.pdf


  Naperville eBill Frequently Asked Questions 
 
 

billing details easier than ever.  
• Go paperless and manage your account anytime. Access your account details when it is 

convenient for you while reducing mail clutter and wasted paper. 
 
Q: How can I pay my eBill? 
A: The City of Naperville offers many eBill payment options. You may choose to pay your eBill with your 
VISA, MasterCard, Discover, American Express, or electronic funds transfer from your bank account. 
Customers can pay their eBill as soon as it becomes available, schedule payment for a later date, or set up 
automatic payments from a credit card or bank account.  
 
Q: If I participate in the Bank Drafting program, can I use the eBill service? 
A: Yes. If you are participating in the City of Naperville's Bank Drafting program, you can still sign up to 
receive your statement electronically to eliminate a paper bill. However, do not use the platform’s 
payment feature to avoid making duplicate payments. 
 
Q: Will I still receive a paper copy of the bill through the U.S. mail? 
A: No. When you sign up for eBill service, you agree to allow the City of Naperville to discontinue your 
paper bill after one billing cycle.  
 
Q: How do I find a copy of my bill when using Naperville's eBill service? 
A: You can view your current statement by clicking on the View Statement button in the Account 
Summary section of the portal. Previous statements will be listed in the Recent Documents section. 
 
Q: Does the system retain billing history? 
A: Once enrolled, you will be able to manage your utility account, set up automatic payments and view 
your billing history as it becomes available.  Eventually, the system will store 13 months of billing history 
at a time.  
 
Q: If I have a question about my eBill, who do I call? 
A: If you have questions or need assistance, please contact the Finance Department at (630) 420-6059, 
between 8 a.m. and 4:30 p.m. Monday through Friday, or visit the Help Center and submit an Ask a 
Question inquiry at www.naperville.il.us/helpcenter. More information about the new portal is available 
at www.naperville.il.us/ebill.  
 
Q: Do I need any special hardware or software to sign up for online bill payment? 
A: You only need Internet access and your browser to use Naperville’s eBill service.  
 
Q: Will I receive a reminder that I have an eBill due? 
A: Yes, you will receive a monthly email notification when your statement is ready to be viewed. 
 
Q: How do I cancel eBill? 
A: After you have logged in, click the Unenroll User in the My Profile side panel. Clicking this link will 
remove your user account, and account settings such as auto-pay and paperless billing will be canceled. 
This action cannot be reversed.  
 
Q: Can I pay other City of Naperville bills through Naperville’s eBill service? 
A: No. Naperville's eBill service is only available to City of Naperville utility customers. 
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Q: Is Naperville's eBill available for business and/or commercial customers? 
A: Yes, it is available to all City of Naperville utility customers. 
 
Security/Passwords 
 
Q: How does Naperville’s eBill service keep my information secure? 
A: Naperville’s eBill service uses multiple security measures to protect your personal and payment 
information, including: 

• User ID and Password: You create a unique user ID and password. Only individuals with this 
information can access your account. 

• Automatic Sign Out: For your protection, the system automatically signs you out after 10 minutes 
of inactivity. We recommend signing out of your account as soon as you finish scheduling or 
making payments. 

• Secure Socket Layer (SSL): The eBill service uses SSL technology to secure your connection and 
protect your data from outside access. 

• Encryption: Your information is protected using 128-bit encryption, making it unreadable while 
being transmitted over the internet. 

 
Q: What if I forget my password? 
A: If you forget your password, click the "Forgot  Password?" link on the login page. You will be asked to 
enter your username and email address and will be required to complete a reCAPTCHA verification. If your 
response is correct, a temporary password will be emailed to you. Once logged in, please update your 
password.  
 
Q: What if I forget my username? 
A: If you forget your username, click the “Forgot Username?” link on the login page. You will be asked to 
enter your email address and will be required to complete a reCAPTCHA verification. If your response is 
correct, your username will be emailed to you.  
 
Q: How can I change my password? 
A: You can change your password after you log in by selecting the Change Password link in the My Profile 
side panel.  
 
Payments 
 
Q: Can I choose to have my bill paid automatically each month? 
A: Yes. You can set up automatic payments with either a credit card or a checking account. Once enrolled, 
your bill will be paid automatically each month using your selected payment method, helping you avoid 
missed or late payments. 
 
Once you are logged into eBill, select Change Preferences in the Account Preferences side panel. In this 
section, you can examine and edit the services that are available. Select the service preferences you want 
for your account and click on "Continue" when you have selected your service preferences. You will be 
able to confirm your account preferences in the next step. Click "Cancel" to cancel any changes, and your 
account preferences will remain unchanged. 
 
Q: Can I pay with my credit card? 
A: Yes. The City of Naperville eBill program provides payment choices for its customers. Customers can 
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choose to pay their eBill with their VISA, MasterCard, Discover, or American Express credit card, or 
electronically transfer funds from a checking account. 
 
Q: How far in advance of the due date should I schedule my payments? 
A: Please allow sufficient time for payment processing. We recommend scheduling your payment for two 
business days before the actual due date. Payments may take at least two business days to process. If 
adequate time is not allowed, you will be responsible for any penalties or late charges that may apply. 
 
Q: When is the money for the payment drawn from my account? 
A: The funds for the payment are debited from your account on the scheduled payment date. 
 
Q: How do I confirm that an electronic payment has been made? 
A: Once your payment is completed, you can opt in to receive a confirmation email. You can also view the 
payments made on your account in the account summary screen under the Recent payments section in 
your Account Summary. 
 
Q: How do I cancel an eBill payment? 
A: You may view the item you are paying for by clicking on “View.” You may also delete the item from 
your payment cart by clicking “Delete” under Payment Details.  
 
Updating/Changing Information 
 
Q: Can I change my bank account or credit card information? 
A: Yes. In the Account Preferences section, select Change Preferences. Then select credit card or ACH 
check payments. Click Continue when you have selected your preferences. You will be able to confirm 
your account preferences in the next step.   
 
Q: If I have a City of Naperville utility account set up in eBill already, how do I add additional accounts?  
A: Log in to your account. On the Account Summary page, find the My Accounts section in the lower left 
sidebar. Click Add Account to add additional accounts.  Note: To begin service at a new location, please 
contact a City of Naperville customer service representative at (630) 420-6059. Hours of operation are 
available on the City Finances page. 
 
Q: How do I remove City of Naperville accounts from my eBill account? 
A: In the User Accounts section, you can see delete any account from your profile by clicking on the red X 
next to the account number. To terminate service at an existing location, please contact a City of 
Naperville customer service representative at (630) 420-6059. Hours of operation are available on the City 
Finances page. 
 
Q: How can I change my address? 
A: If you are changing your address due to a move, you must submit a Utility Move-In/Move-Out Service 
Request ticket using the City’s Help Center to update your address. If you are updating the mailing address 
for your bill only, please submit a request using this form.  
 
Q: How can I change my password? 
A: You can change your password after you log in by selecting the Change Password option from the My 
Profile section on the left side of the page.  
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Troubleshooting 
 
Q: I can't view my bill. What should I do? 
A: You can view your current statement by clicking on the View Statement button in the Account 
Summary section of the portal. Previous statements will be listed in the Recent Documents section as they 
become available. If you are unable to open a copy of your bill, please contact the Finance Department at 
(630) 420-6059, between 8 a.m. and 4:30 p.m. Monday through Friday, or visit the Help Center and 
submit an Ask a Question inquiry at www.naperville.il.us/helpcenter.  
 
Q: The bill amount on my eBill seems incorrect. What should I do? 
A: If you have questions about your eBill, please contact the Finance Department at (630) 420-6059, 
between 8 a.m. and 4:30 p.m. Monday through Friday, or visit the Help Center and submit an Ask a 
Question inquiry at www.naperville.il.us/helpcenter. More information about the new portal is available 
at www.naperville.il.us/ebill.  
 
Q: My eBill is late. What should I do? 
A: If your normal eBill billing cycle has passed and you still have not received your eBill, contact the City of 
Naperville at (630) 420-6059 between 8 a.m. and 4:30 p.m. Monday through Friday, or visit the Help 
Center and submit an Ask a Question inquiry at www.naperville.il.us/helpcenter. Enrolling in eBill does not 
change your billing cycle, and you should receive your eBill around the same time as your paper bill. 
Depending on billing cycles, the exact day you receive your bill each month may vary. 
 
Q: Why isn't my payment accepted by eBill? 
A: The eBill system does not accept payments of less than $5.00. Please contact a City of Naperville 
customer service representative at (630) 420-6059, between 8 a.m. and 4:30 p.m. Monday through Friday 
to make arrangements for your payment.  
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