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Introduction: Customer service lines sometimes get overlooked during right-of-way acquisition and utility coordination process, and every now and then have created confusion during construction of a highway improvement project. This best practice is written to provide clarity and a consistent approach to the way the utility coordinator addresses the relocation of customer service lines.
The purpose of the best practice is:
1.  To avoid or minimize the impact of the highway improvement project on customer service lines.
2.  To insure restoration of services to customers after the completion of a highway improvement project.
3. To clarify the roles of the right-of-way appraiser/buyer, the utility, the utility coordinator, the utility oversight agent, and other stake holders.
Definition:
A service point varies from utility to utility; hence the utility coordinator will contact the impacted utility to determine the location of the service point in a particular situation. Utility owned facilities such as manholes, service poles, pedestals, vaults, water meter pits and the likes are meant to connect with customer service lines. Service points are usually placed on a public property or on a utility easement. The purpose of a service point is to connect utility lines with customer service lines.
Customer service lines:  Are utility service lines measured from service points up to (and including) the meter readings of each property. Customer service lines are mainly located inside the properties of the customer and are usually owned by the customers. The ownership of customer service lines varies from property to property. The right-of-way appraiser and the utility coordinator shall authenticate ownership of customer service lines on a case by case basis.
Stages of coordination:
Step 1: The utility coordinator in consultation with the right-of-way appraiser shall evaluate all the partial-acquisition-parcels needed for the highway improvement project and determine whether or not their utility service lines need to be relocated due to the project. 
Either the utility coordinator can use the INDOT Land Recording System (LRS) as a source or he/she can contact the appropriate personnel at the INDOT Right-of-Way Section to get the list of partial-acquisition-parcels needed for the project.
The utility coordinator, in collaboration with the designer, the right-of-way appraiser, and the utilities providing the services, shall assess the cost required for the relocation of customer service lines and utility service points (if reimbursable). If the cost of relocation of customer service lines and utility service points added to the cost of partial acquisition is higher than the cost of total acquisition, INDOT should  consider total acquisition of the property.
The utility coordinator shall advise the right-of-way appraiser/buyer, to take into account the cost burden to INDOT for the relocation of customer service lines & relocation of service points while determining whether or not a property should be partial acquisition or total acquisition.
After due consideration, if the right-of-way appraiser determines that all property acquisitions are to be total acquisitions as opposed to partial acquisitions, or if relocation of customer service lines is not needed for the partially acquired properties; the utility coordinator does not need to be involved any further.
Step 2: If the right-of-way manager determines that there will be some parcels that will be acquired partially, and the service lines that are owned by the customers need to be relocated, the utility coordinator shall do the following:
1.  Determine if any of the utilities involved in the project need to change the location of the service points in such a way that requires the relocation of customer service lines inside private properties.
2. Discuss with the affected utilities where they are planning to install their proposed service points.
3. Ask the utilities if they can relocate their main lines or service points without causing relocation of customer service lines inside private properties. 
4. Ask the designer if the design could avoid the relocation of customer service lines. 
Step 3: If the relocation of customer service lines can’t be avoided but the location of the new service points stays in the same orientation that it was before the highway improvement project, and relocation of the customers’ meter readings are not required; the right-of-way appraiser/buyer shall determine the cost-to-cure amount needed to relocate the customer service lines within the property of the customer, and will make payments to each of the impacted property owners. 
Step 4:  If a utility service point need to move to a different section of the property (in such a way that it requires the relocation of the customers’ meter readings), the utility coordinator shall explain to the impacted utility that they are obligated to relocate the customer service lines impacted by the relocation of the service points to a new section of the property. The utility’s work plan for their main line shall incorporate the relocation of the service points and the customer service lines.  
The utility coordinator shall do the following:
1. Inform the utilities that INDOT will be responsible for the cost of relocation of customer owned service lines. 
2. Obtain the relocation plan and the cost estimate to relocate customer owned service lines from the utility that need to relocate the service points due to the highway improvement project.
3. Prepare a customer service line relocation reimbursement agreement and send it to the utility for their signature.
4. Send the fully executed agreement and the approved work plan to the impacted utilities.
5. Follow up on the construction of customer service lines and ensure that the service lines are reconnected.
6. Issue the utility relocation completion acceptance letter and the final bill request letter to the utility that has completed the relocation of customer service lines.
Step 5: If a utility does not include the relocation of customer service lines as part of its work plan, the right-of-way appraiser/buyer, the utility coordinator or the utility oversight agent shall do the following: 
1. In consultation with the impacted utility, solicit a licensed contractor/estimator in the field (such as an electrician, a plumber) to prepare an estimate needed for the relocation of the service lines.
2. The right-of-way buyer/appraiser shall arrange a reasonable fee for the service of the contractor/estimator. The contractor/estimator shall be notified that if he/she performs the relocation of customer service lines to any of the property owners, the service fee will be waived.
3. A site meeting shall be scheduled with the impacted property owners, the right-of-way appraiser/buyer, a representative from the impacted utility, the utility coordinator, the contractor/estimator, and a representative from the City Building Commission (in order to ensure the new customer service lines are in conformance with current building codes).
4. The right-of-way appraiser/buyer shall explain to the property owners that, their cost-to-cure payment will be paid by INDOT based on the estimates to be obtained from the contractor. If the property owners manage to relocate their service lines for a lesser amount, they can keep the balance, but if their actual relocation expense is more than the cost-to-cure amount, the property owners shall cover the cost difference by their own. The property owners shall also be notified that they are not obligated to use the services of the contractor who prepared the estimate.
5. The utility and the contractor shall determine the location of the new customer service lines. The contractor/estimator shall take measurements from the proposed utility service point up to the proposed meter reading of each property. 
6. The representative from the City Building Commission shall provide his/her recommendations to the contractor/estimator and the property owners so that the new customer service lines to be installed shall comply with current codes & standards. 
7. The contractor/estimator shall make sure that his/her estimates are prepared based on current codes & standards.
8. The right-of-way appraiser/buyer shall obtain an estimate for each impacted property from the contractor/estimator together with his/her invoice for the service fee.
9. INDOT Right-of-Way Section will enter into a supplemental agreement with each property owner and make the payments based on the estimates obtained from the contractor/estimator.
10. INDOT Right-of-Way Section shall also make the payment for the service of the contractor/estimator upon receipt of their invoice, unless the contractor is involved in the relocation of any of the customer service lines.
Step 6:  If any of the parcels that require the relocation of customer service lines is in condemnation:
1. The utility coordinator shall contact the utility oversight agent. 
2. The utility oversight agent shall seek legal advice from the INDOT attorney. 
3.  The relocation of the customer service lines shall be addressed per the recommendation to be provided by the INDOT attorney.
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