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May 17, 2019

Dear Timber Springs Customer:
Welcome to the Missouri American Water family! We are thrilled to have you as a customer.

The transfer of your wastewater service account is being completed. There are no additional
steps you need to take to ensure your service continues. Billing information is being transferred to
outrhsystem, and your first bill from Missouri American Water is scheduled for the week of June
177

Below are details you need to be aware of as we transition to being your wastewater service
provider:

Billing

Your wastewater bill payment can be made via mail, and we also offer an auto-pay option.
Paperless billing is available, as is on-line account monitoring via H20 Online. You can learn
more about these from a customer service representative or on our website at
www.missouriamwater.com. We accept cash, checks and credit cards as forms of payment. For
guestions, contact customer service at 866-430-0820. We thank you for your cooperation as we
transition you into our customer billing system.

Your Service

Missouri American Water operates under regulations established by the Missouri Public Service
Commission (MoPSC). If you believe we have not responded to an issue in a satisfactory
manner, you have the right to request that the MoPSC review the unresolved issue. You may
contact them at:

Missouri Public Service Commission
Governor Office Building

200 Madison St., PO Box 360
Jefferson City, MO 65102-0360
800-392-4211, www.[pSC.mo.goVv

In a few days you will receive

our “Welcome” brochure and our Rights and Responsibilities outline, which will give specific
information about our policies regarding your wastewater service with us. It defines your rights
and responsibilities and provides information about your bill, how to pay your bill and who to
contact for questions regarding your service.

Our team of dedicated professionals is committed to providing exceptional wastewater and
customer service. From customer service representatives to plant operators, our employees
recognize the critical role they play in meeting your daily wastewater service needs. You will
notice our employees are easily recognizable as they wear uniforms and carry company
identification.


http://www.psc.mo.gov/
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As a subsidiary of American Water, we have been providing reliable water and wastewater
services for more than 130 years. We are a proud community partner, dedicated to making your
customer experience a pleasant one. We look forward to serving your community.

Sincerely,

9”'7 XV adlom

Jody L. Carlson
Senior Manager Operations
Missouri American Water
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Please find information that explains your rights and responsibilities as a
customer of Missouri American Water:

If You Have a Question or Complaint

Missouri American Water customer service representatives are dedicated to handling every
customer inquiry with attention and care. Our goal is to answer your question or resolve your
issue quickly and effectively. We encourage customers to call us at (866) 430-0820 as soon as
an issue arises.

Bill Payment/Discontinuance of Service

Bill payments are due 21 days after the billing date. The due date is printed on the front of the bill.
A delinquent charge may be applied to all accounts not paid in full by the due date. Bills become
delinquent after the due date stated on the bill. If the bill is not paid, water service may be
disconnected.

At least 30 days before we discontinue service, we will mail a written notice. The notice explains
the reason for the discontinuance of service and the amount of money owed in the case of a past
due bill. The 30-day notice may be waived if there is any waste discharge that might be
detrimental to the health and safety of the public or cause damage to the sewer system.

If you receive a notice, please take immediate action to avoid service discontinuance. Call our
Customer Service Center at (866) 430-0820.

We will restore service when the bill has been paid or the conditions that caused the
disconnection have been corrected. There is a reconnection fee. If you will be absent from your
home or business for a period of time, you may avoid discontinuance of service by:

. Forwarding your mail to an address where your bill will reach you.
. Signing up for automatic payment.
. Requesting termination of your service.

If you have a question about your bill that we cannot resolve to your satisfaction, you may pay the
bill in full and Missouri American Water will credit any overpayment if the matter is resolved in
your favor. If you do not pay the bill in full, Missouri American Water and the Missouri Public
Service Commission (PSC) have complaint procedures in place that are available to customers to
resolve disputes and avoid service discontinuance.

. Customers must register a complaint by phone or in writing at least 24 hours before
the date stated in the notice of discontinuance.
. Within four days after registering the complaint, the customer must pay the part of the

bill not in dispute. If the company and the customer cannot agree on the undisputed
amount, at the company’s discretion, it may be set at 50 percent of the disputed bill
or at the amount of the customer’s bill during the same time a year ago.

. Missouri American Water will thoroughly investigate the complaint and attempt to
resolve the problem. If, at the conclusion, the customer is still dissatisfied, we will
mail a written notice explaining the PSC’s informal complaint process. Informal
complaints must be made to the PSC within five days after the date of the notice to
avoid service disconnection. Informal complaints can be made by phone at (800)
392-4211 or through the PSC’s website at www.psc.mo.gov.
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. The PSC staff will investigate the informal complaint and issue findings. Missouri
American Water or the customer may elect to file a formal complaint following the
issuance of the finding.

. A formal customer complaint must be filed within 30 days of the PSC findings to
avoid disconnection. Formal complaints must follow specific rules set out in the
PSC'’s Rules of Practice and Procedures, which is available on the PSC website at
WWW.PSC.MO.goVv.

Missouri American Water operates under regulations established by the Missouri Public Service
Commission (PSC). If you feel we have not responded to your issue in a satisfactory manner, you
have the right to request that the PSC review the unresolved issue. You may contact the PSC at:

Missouri Public Service Commission
Governor Office Building

200 Madison Street, PO Box 360
Jefferson City, MO 65102-0360
(800) 392-4211

WWW.PSC.Mo.gov

The Office of Public Counsel (OPC) provides an additional resource for Missouri utility customers.
The OPC represents the interests of the pubic and utility customers in proceedings before the
Missouri Public Service Commission and in appeals in the courts. You may contact the OPC at:

Office of Public Counsel
Governor Office Building

200 Madison Street, Suite 650
PO Box 2230

Jefferson City, MO 65102-2230
(866) 922-2959

opc.mo.gov/

From time to time, Missouri American Water’s policies may change, so please visit our website at
www.missouriamwater.com for the latest information.
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Sample Bill
To help you in understanding your bill, we've provided below a sample bill that outlines the
different aspects of it and shows what you may expect when you receive your first bill.

Page 1073
MISSOURI Monthly Statement
AMERICAN WATER
Account No. 1017 -XOCO0OOOO0OOK

WE KEEP LIFE FLOWING™ Total Amount Due: $38.75
Service Address: Payment Due By May 30, 2019

CUSTOMER NAME
100 ANYWHERE STREET
CITY, MO 122345-1224

Billing Date: May 08, 2019
Service Period: Apr 17 to May 17 (31 Days)

é THANK ¥YOU FOR BEING OUR CUSTOMER.

Account Summary — See page 3 for Account Detail
Important Account Messages

Prier Billing: $0.00
= Welcome to American Water! We're proud to sernve you .

and continually look for ways to make doing business Pay TEE mm
with us easy. From round-the-clock emergency senvice E
to easy-to-use resources, your satisfaction is owr priority. LELTEE FITTTE suou
Check out My Account, our online tool where you can - -
view/pay your bill, sign up for paperless billing, track water SETEE MR LT $38'?5
use and choose how you receive alerts and mare. Visit Total Amount Due: $33.75

the "For New Customers" page on our website for more
information.

= Want more convenience and less clutter? Try paperiess
billing. We s=nd an email when your bill is available for
viewing and include an option to pay. It's simple to sign
up, just register or log into My Account at amwater.com/
myaccount and make the selection for paperless billing.

For more information, visit www. missouriamwater.com
I ! View your account information or pay your bill
anytime at: waww_ amwater com/MyAccount

] Pay by Phone*: Pay anytime at 1-B855-748-6066
*A convenience fee may apply

'f‘\. Customer Service: 1-868-430-0820
M-F 7:00am to 7:00pm — Emergencies 24/7

~ Please retum botiom portion with your payment. DO MOT send cash. Retain upper portion for your reconds. -

Account No. 101 7-X30000CO00CK

Total Amount Due: $38.75
*AMIEEI'E:;I WATER Payment Due By- May 30, 2019

PO Bax 700247 - N ;
WE KEEP LIFE PLOWING™ St Lous, MO 031700247 If paying after 530/19, pay this amount: $30.33
Sarvice to: 100 ANYWHERE STREET Amount s
CITY, MO 123451234 Enclosed

CUSTOMER NAME
100 ANYWHERE STREET
CITY, MO 12345-1224

MISSOURI AMERICAN WATER
PO BOX TR0247
ST LOUIS, MO 83178-0247

000L.0170000000000000000000000OOOODO0
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Messages from Missoun American Water

* Please update your contact information at
woww . amwater. com/myaccount in order to ensure you
receive notifications of water-related emergencies, service
outages and more. You can enter up to three phone
numbers and three email addresses.

CUSTOMER SERVICE
1-866-430-0820
\-F, T Tpm = Efy

DD FOR THE HEARIN

‘SERVICES

Go Paperless: Save time. Save money, Sign up for Paperiess
Billing and Auto Pay on My Actount at amwater com/myactount. Mot
registered? Log in and be sure to have your account number handy.

Water r.:lualily: We lake water quality seriously. When il comes to
complying wilth federal dinking waler standards, we consisiently scone
Better than the industry average. For @ copy of the annual waler quality
report for your anea, visil missouriamwater carm, Under Waler Quality,
select Waler Quality Repers,

H.O Help To Others: H O Helg to Others is an emargency assstance
program created by Missouri American Water and Missouri's Community
Agtion Agancies. Tha program helps provide supplemantal funding to
Missouri American Water customars who would otherwise have frouble
paying their bills. H,0 Help to Cthars ks supported by contributions from
Missouri American Water and voluntary contributions from customears.

Page 2013

What's the best
way to reach you

IN CASE OF AN

EMERGENCY

-

‘We use a high-speed notification system to quickly
alert customers via phone, text and email when
water emergencies occur. Visit My Account at
www.amwater.com/myaccount to choose how
you want to be notified and enter your contact
information.

EXPLANATION OF OTHER TERMS

Payment by Check: Paying by check authorizes American Water to
send the information fram your check electronizally to your bank far
payment. The transaction will appear on your bank statement. The
physical chack will not be prasented to your financial institution or
returned fo you.

Estimated Bill: This occurs when we are unable to read the water
meder, Your usage from the same billing pericd the prior year is used to
caleulate the estimated bill. The next actual meter reading correcls any
aver or under estimates,

Disputes: If you hawve questions or complaints about your bill, please
call us at 1-866-430-0820 before the due date. If your bill is unusually
high, it may indicate that there is a leak in your plumbing. For tips on
how to detect leaks and use water wisely, visit us online. ou'll find
helpful toole under the \Water Information menu. Every drop counts!

Rates: A detailed Esting of charges that make up your bill is available
upon reques! by contacting Cuslomer Service or visiting us online at
misseuriamwater.com. Under Customer Service & Billing, select Your
Water and Sewer Rales.

Correspondence: Please send written cormespondence to PO Box
578, Alton, IL 62002-0578. B2 sure 1o includs your name, account
number, service address, malling address and phone number including
ares code. Please do not send comespondence with your payment, as
it may delay processing your payment and commespondence,

H20 HELP TO OTHERS PROGRAM -
D I'm adding a one time contribution of §
O I'd like to add a recurring contribution to each bill of §

lend a hand to customers in need

with my payment.

- | understand this amount will be added to each bill.

Address Change(s)

Other ways to pay your bill

M Auto Pay D Online ' In Person
MName —_— —
Save time and money. With My Account, you can Wie have
Address Enroll in Auto Pay, and  pay your bill anytime, agreements with
your bill will ke paid on  anywhers. Registration is ‘several authorized
City time, every time, fast and easy. Visit payment locations in
directly from your www. amwater comMyAccount  our service areas.
— - bank accounton the  or pay without registration at Visit our website to
State Zip Code due date. Mo www.amwater comibilpay (fee  find one near you.
) [ Mobile Number stamps required! may apply).

Phone Number

E-mad Address
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MISSOURI [
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WE KEEP LIFE FLOWING™

Account Detail Account No. 1017-X0000000GK
Service To: 100 ANYWHERE STREET CITY, MO 123451234 Understanding Your Bill

Prior Billing 0.00 The information below defines some of the new terms you

P = 0.00 may find an your bill:

* Service Related Charges: This section ncludes charges.
Bal F d 0.00 for services related to water, wastewater and fire protection.
alance Forwar - If applicable, credits and debits for comection to previcusly

Service Related Charges - 0411719 to 05719 Eletlichistp=lamibain cad il N s

o 8 = Fees and Adjustments: This secton provides detalls
A4 Wastewater sef"m 38.73 related io additional charges or adjustments for the service
Wastewater Service Charge (1% $38.75) 34.78 period referenced, Fees, when applicable, would include
Total Service Related Charges 18.75 ftems such as service activation and late payment charges.
Total Current Period Charges 38.75 «  Pass Through Charges: Charges in this section, when

applicable, are separated from other service related
changes to provide visibility into what portion of your bl is
Total Amount Due » $33_75 being remitted o othar entities. Payment received for these

doas not remain with Amarican Water. Whille we
may bill and collect for them, the payments received ane
passed along to other companies and agencies.

= Billing Units: One billing unit equals 100 gallons of water
used. If the meter serving your property measures your
water usa in cubic feet or a diffarent unit of measwre,
wie convert the usage to gallons to make it easier to
understand.

* Average Daily Use: The galons shown |n the waler droplet
above represent your average dally waler use for the
current billing peried, Tracking the amount of water you use
can help you manage your overall waler use from month io
monith.

= 5till have questions? We are hare to halp. Our customer
sarvice representatives are available M-F, 7 a.m. to 7 p.m.
More information on undarstanding your bill and charges
can also be found on our wabsite. See tha link balow.

For more information about your charges and rates, please visit
hitpsiiamwater comimoawrates






