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RECOMMENDATION REGARDING DISPOSITION 
OF SMALL COMPANY RATE INCREASE REQUEST 

COMES NOW the Staff of the Missouri Public Service Commission ("Staff"), by and 

through Counsel, and for its Recommendation Regarding Disposition of Small Company Rate 

Increase Request states the following to the Missouri Public Service Commission 

("Commission"). 

1. Noel Water Company, Inc. ("Company") initiated the subject small company rate 

increase request ("Request") by submitting a letter to the Secretary of the Commission, which 

was stamped "Received" at the Commission's offices on March 14, 2005.  The Company 

submitted its Request under the provisions of Commission Rule 4 CSR 240-3.635, Water Utility 

Small Company Rate Increase Procedure ("Small Company Rate Increase Procedure"). 

2. Consistent with the Small Company Rate Increase Procedure, the Staff, the 

Company and the Office of the Public Counsel ("OPC") have negotiated and executed a 

Unanimous Agreement Regarding Disposition of Small Sewer Company Rate Increase Request 

("Disposition Agreement") regarding the Company’s Request. 

3. By a letter that was stamped "Received" at the Commission's offices on May 31, 

20051, the Company submitted revised tariff sheets to the Commission for the purpose of 

                                                 
1 Unless noted otherwise, all dates hereafter refer to the year 2005. 
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implementing the provisions of the above-referenced Disposition Agreement, and the instant 

case was established.  (The revised tariff sheets bore a proposed effective date of June 30.) 

4. On June 6, the Staff filed the above-referenced Disposition Agreement in the case 

papers for this case. 

5. The Staff’s recommendations to the Commission regarding this case are set out on 

page 5 of the Staff Memorandum that is attached hereto and labeled Appendix A. 

6. Included with the attached Staff Memorandum are various documents regarding 

the Company’s Request and the Staff’s investigation of the Request, including the Staff’s audit 

and rate design workpapers. 

7. The Commission has the authority to approve the subject proposed tariff revisions 

in accordance with Sections 393.140(11) and 393.150, RSMo 2000.  In addition, Section 

393.130.1, RSMo 2000 provides that all charges made by any water corporation for water 

service rendered or to be rendered shall be "just and reasonable."  The Staff’s and the OPC's 

agreements with the proposed tariff revisions are evidence that the rates and charges contained in 

the tariff revisions are just and reasonable, as that statute requires. 

8. The procedure followed in this case complies with the requirements of the Small 

Company Rate Increase Procedure in general, and with 4 CSR 240-3.635(1)(C) in particular. 
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WHEREFORE, the Staff respectfully requests that the Commission issue an order 

consistent with the recommendations set out on page 5 of the Staff's Official Case File 

Memorandum. 

 
Respectfully Submitted, 
 
DANA K. JOYCE 
General Counsel 
 
/s/ Keith R. Krueger 

Keith R. Krueger 
Deputy General Counsel 
Missouri Bar No. 23857 
 
Attorney for the Staff of the 
Missouri Public Service Commission 
 
P.O. Box 360 
Jefferson City, MO 65102 
573-751-4140  (telephone) 
573-751-9285  (facsimile) 
keith.krueger@psc.mo.gov  (e-mail) 
 

CERTIFICATE OF SERVICE 
 
I hereby certify that copies of the foregoing have been mailed with first class postage, hand-
delivered, transmitted by facsimile or transmitted via e-mail to all counsel and/or parties of 
record this 13th day of June 2005. 
 

/s/ Keith R. Krueger 

Keith R. Krueger 
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Official Case File Memorandum 



M E M O R A N D U M 
 
TO:   Missouri Public Service Commission Official Case File 

Case No. WR-2005-0452 - - - Noel Water Company, Inc. 
 
FROM:  Dale W. Johansen – Project Coordinator 

Water & Sewer Department 
Dana Eaves – Auditing Department 
Kofi Boateng – Auditing Department 
Rosella Schad – Engineering & Management Services Department 
Nila Hagemeyer – Engineering & Management Services Department 
David Murray – Financial Analysis Department 
James M. Russo – Water & Sewer Department 
Bill Nickle – Water & Sewer Department 

 
/s/ Dale W. Johansen    06/13/05 
Project Coordinator        Date 
 
/s/ Keith R. Krueger    06/13/05 
General Counsel's Office       Date 

 
SUBJECT: Staff Recommendation for Approval of Tariff Revisions, Approval of Depreciation Rates 

and Approval of Unanimous Agreement Regarding Disposition of Small Water Company 
Rate Increase Request 

 
DATE:  June 13, 2005 
 
BACKGROUND 
 
Noel Water Company Inc. ("Company") initiated the subject small company rate increase request 
("Request") by submitting a letter to the Secretary of the Commission, which was received at the 
Commission's offices on March 14, 2005*.  The Company submitted its Request under the provisions of 
Commission Rule 4 CSR 240-3.635, Water Utility Small Company Rate Increase Procedure ("Small 
Company Rate Increase Procedure"). 
 
By its Request, the Company was seeking Commission approval of customer rates intended to generate 
an increase of $42,000 in its total annual water service operating revenues.  As stated by the Company 
in its Request letter, the reasons for the requested increase in its water service operating revenues are: 
increases in salaries, electrical energy rates, chemical costs and general costs of operating supplies, and 
to provide an adequate return on capital investment. 

                     
* Unless noted otherwise, all dates hereafter refer to the year 2005. 
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The Company provides water service to approximately 660 customers, the majority of which are 
residential customers. The Company's current rates (those resulting from the Company’s last rate case) 
went into effect on March 10, 1997. 
 
Upon receipt of the Company's letter that initiated the Request, personnel in the Commission's Data 
Center entered the letter into the Commission's electronic filing and information system ("EFIS") and 
the system assigned Work I.D. No. QW-2005-0002 to the Request.  The Company's letter was then 
forwarded to the Commission's Water & Sewer Department ("W/S Dept") for processing under the 
Small Company Rate Increase Procedure.  A copy of the Company's request letter is identified as item 
number 1 in the EFIS tracking file for the Request. 
 
By a letter dated April 4, which Staff members in the W/S Dept had previously approved, the Company 
notified its customers of the Request.  As a part of this initial customer notice, the Company requested 
that its customers' questions or comments be directed to the Commission Staff and/or the Office of the 
Public Counsel ("OPC").  A copy of the initial customer notice is identified as item number 2 in the 
EFIS tracking file for the Request. 
 
STAFF'S INVESTIGATION AND CONCLUSIONS 
 
As noted at the beginning of this Memorandum, Staff members from the Accounting, Engineering & 
Management Services, Financial Analysis and Water & Sewer Departments participated in the Staff’s 
investigation of the Company’s Request.  All Staff participants, and all of their respective  
up-line supervisors, were provided the opportunity to review and comment on this Memorandum prior 
to it being filed.  Jim Russo of the W/S Dept created the initial draft of this Memorandum and 
comments received from the reviewers were incorporated therein to create this final version of the 
Memorandum. 
 
The Water & Sewer Department and the Office of Public Counsel did not receive any responses to the 
Company's initial customer notice.  
 
Based upon an audit of the Company's books and records, a determination of the Company's rate base 
investments and necessary operating expenses, an evaluation of the Company's depreciation rates and 
an analysis of the Company's capital structure and cost of capital, and an investigation of the Company's 
business and system operations, the Staff concluded that an increase of $42,000 in the Company's 
annual water service operating revenues is warranted. 
 
In addition to its conclusion regarding the increase in the Company's annual operating revenues, the 
Staff concluded that new depreciation rates need to be prescribed for the Company, and that certain 
changes in the Company's business operations and system operations are warranted. 
 
On May 5, the Staff forwarded information regarding the above items to representatives of the 
Company and the OPC for their review and response. 
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RESPONSES TO STAFF'S FINDINGS AND SUBSEQUENT ACTIONS 
 
Pursuant to negotiations held subsequent to the Company's and the OPC's receipt of the above-
referenced information regarding the results of the Staff’s investigation of the Company's Request, a 
written Unanimous Agreement Regarding Disposition of Small Company Rate Increase Request 
(“Disposition Agreement”) was reached between the Staff, Company and OPC (“the Parties”).  The 
Parties also reached an agreement regarding the tariff revisions needed to implement the terms of the 
Disposition Agreement.  (Because the Disposition Agreement is between the Staff, the Company and 
the OPC, the Company was not required to send a notice to its customers regarding the rates and 
charges that would result from implementation of the provisions of this Disposition Agreement, and the 
OPC was not provided the opportunity to request a local public hearing.) 
 
The Disposition Agreement reflects the following agreements: (1) that an increase of $42,000 in the 
Company’s sewer annual operating revenues is necessary; (2) that certain changes to the Company's 
administrative operations are appropriate; (3) that new depreciation rates need to be prescribed for the 
Company; (4) that the rates included in the above-referenced agreed-upon tariff revisions are designed 
to generate revenues sufficient to recover the Company's total annualized cost of service; and (5) that 
the rates included in the above-referenced agreed-upon tariff revisions are just and reasonable.  (The 
specific agreements between the Company, Staff and OPC are set out on page 2 of the Disposition 
Agreement, which the Staff filed in this case on June 6, and which can be found in the EFIS file for case 
WR-2005-0452 as item number 3.) 
 
By a letter that was stamped “Received” by personnel in the Commission’s Data Center on May 31, the 
Company submitted revised tariff sheets, including the agreed-upon tariff revisions that are necessary to 
implement the terms of the Disposition Agreement.  Upon receipt of that tariff filing, Data Center 
personnel entered the filing into EFIS and the instant case was created (the transmittal letter and revised 
tariff sheets are included in item number 1 in the EFIS case file).  As required by the Small Company 
Rate Increase Procedure, the subject revised tariff sheets bore an effective date that was more than 30 
days past the issue date.  As is also required by the Small Company Rate Increase Procedure, the above-
referenced Disposition Agreement has been filed in the case papers.  (As noted previously, the Staff 
filed the Disposition Agreement on June 6.) 
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ADDITIONAL INFORMATION 
 
In addition to the documents that have already been submitted to the EFIS tracking file and EFIS case 
file for this case, as noted previously herein, the following documents are included with this 
Memorandum: (1) the Staff’s ratemaking income statement, rate design worksheet and customer bill 
comparison are included in Attachment 1; (2) the Staff's revenue requirement audit workpapers are 
included in Attachment 2; and (3) the Staff's overview of the Company and its customer service 
procedures and practices is included in Attachment 3. 
 
Pursuant to a review of available electronic information maintained by the Commission's Budget & 
Fiscal Services Department and Data Center, and in EFIS, the Staff notes that the Company was current 
on the payment of its Commission assessments and on the filing of its Commission annual reports when 
it submitted its Request, as is required by the Small Company Rate Case Procedure.  The Staff also 
notes that the Company is current on those matters as of the writing of this Memorandum.  The 
assessment information reviewed covers fiscal years 1996 through 2005 and the annual report 
information reviewed covers calendar years 1997 through 2004. 
 
The Staff notes that the Company has no other matters pending before the Commission, and that 
approval of the subject tariff revisions will thus not affect any other matter before the Commission with 
regard to the Company. 
 
The Staff notes that the Company received no "notices of violations" from the Missouri Department of 
Natural Resources during the test year used for the Request and has also not received any since the end 
of the test year to date. 
 
Lastly the Staff notes that the Disposition Agreement contains provisions allowing the Staff to answer 
Commissioner questions regarding this case during any Commission agenda session during which the 
case is noticed to be considered by the Commission. 
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STAFF’S RECOMMENDATIONS 
 
Based upon the above, the Staff recommends that the Commission issue an order in this case that: 
 

* Approves the revised tariff sheets that the Company filed on May 31 to be effective for 
service rendered on and after June 30; 

 
* Approves the schedule of depreciation rates that is included as Attachment 4 to the 

Disposition Agreement submitted in this case as the schedule of depreciation rates 
prescribed for the Company's use; 

 
* Approves the Disposition Agreement submitted in this case; and 
 
* Directs the Company to comply with the terms of the Disposition Agreement. 

 
List of Attachments 

Attachment 1:  Ratemaking Income Statement, Rate Design 
Worksheet and Customer Bill Comparison 

Attachment 2:  Revenue Requirement Audit Workpapers 

Attachment 3:  Overview of Company and Customer Service Operations 



Attachment 1 – Ratemaking Income Statement, Rate Design 
Worksheet and Customer Bill Comparison 



NOEL WATER COMPANY, INC.
Rate Making Income Statement

Operating Revenues at Current Rates
1 Tariffed Rate Revenues * 241,207$   
2 Other Operating Revenues * 8,214$       
3 Total Operating Revenues 249,421$   

* See "Revenues - Current Rates" for Details

Cost of Service
Item Amount

1 Pumping Equipment-Purchased Power 60,717$     
2 Water Treatment Expense-Chemicals 5,176$       
3 Operation Supervision, Engineering and Labor 20,444$     
4 Maintenance of Pumping Plant 1,747$       
5 Miscellaneous Plant Repair 3,310$       
6 Mains 4,168$       
7 Customer Records and Collection Expense 8,387$       
8 Meter Reading Expense 29,626$     
9 Administration & General - Salaries 10,049$     
10 Medical 9,266$       
11 Postage and Office Supplies 3,425$       
12 Outside Services Employed 2,666$       
13 Regulatory Commission Expense 1,920$       
14 General Expense 4,244$       
15 Vehicle Expense 6,480$       
16 Interest Expense 5,000$       
17 Sub-Total Operating Expenses 176,625$  
18 Property Taxes 11,624$     
19 MO Franchise Taxes -$               
20 Employer FICA Taxes -$               
21 Federal Unemployment Taxes -$               
22 State Unemployment Taxes -$               
23 State & Federal Income Taxes -$               
24 Sub-Total Taxes 11,624$     
25 Depreciation Expense 36,797$     
26 Return on Rate Base 70,987$     
27 Total Cost of Service 296,033$   

28 Overall Revenue Increase Needed 46,612$     

29 Amount Over Company's Request 4,612$       

30 Overall Revenue Increase Recommended 42,000$     



NOEL WATER COMPANY, INC.

Development of Tariffed Rates

Agreement is to increase the currently tariffed rates by a percentage equal to the
agreed-upon overall revenue increase divided by the revenues generated by the
currently tariffed rates.  

Revenues Generated by Current Tariffed Rates 244,058$     
Agreed-Upon Overall Revenue Increase 42,000$       
Percentage Increase Needed 17.21%

Metered Customer Rates

Current Proposed Current Proposed
Service Service Usage Usage

Meter Size Charge Charge Rate Rate
5/8" 3.39$           3.97$           1.300$         1.518$         
3/4" 4.50$           5.27$           1.300$         1.518$         
1" 6.71$           7.86$           1.300$         1.518$         
2" 18.90$         22.15$         1.300$         1.518$         
4" 56.57$         66.31$         1.300$         1.518$         

6" <1,000,000 96.80$         113.46$       1.810$         2.121$         
6" +1,000,000 96.80$         113.46$       0.260$         0.320$         



NOEL WATER COMPANY, INC.

Residential Customer Bill Comparison-Water

Rates for 5/8" Meter
Current Base Proposed Base Current Proposed

Service Charge Service Charge Usage Rate Usage Rate
$3.39 $3.97 $1.300 $1.518

current service charge is monthly charge
usage rate is per 1,000 gallons used

MONTHLY BILL COMPARISON
6,000 gallons/month usage

Current Rates
Service Charge 3.39$          
Usage Charge 6.50$          
Total Bill 9.89$          

Proposed Rates
Service Charge 3.97$          
Usage Charge 7.59$          
Total Bill 11.56$        

INCREASES

Service Charge
$ Increase $0.58
% Increase 17.11%

Usage Charge
$ Increase $1.09
% Increase 16.77%

Total Bill
$ Increase $1.67
% Increase 16.89%



Attachment 2 – Revenue Requirement Audit Workpapers 













































Attachment 3 – Overview of Company and Customer  
Service Operations 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



Engineering and Management Services Department 
Supplemental Report 

Customer Service Operations for 
Noel Water Company 

QW-2005-0002 
 

Nila Hagemeyer – April 8, 2005 
 

 The Engineering and Management Services Department (EMSD) staff initiated an 

informal review of the customer service processes, procedures, and practices at Noel 

Water Company (Company) in Noel, Missouri on March 24, 2003.  This review was 

performed in conjunction with a small company rate increase request submitted by Noel 

Water Company on February 14, 2003, and given Case No. QW-2003-0022.  The 

Company’s rate increase request was subsequently withdrawn by the Company on 

February 23, 2005, as recent improvements to Company’s plant were not included in the 

request.  The initial EMSD staff report, completed on April 7, 2003, is attached to this 

supplemental report and marked as Attachment 1.   

 On March 14, 2005, Noel Water Company resubmitted its small company rate 

increase request to the Missouri Public Service Commission (Commission).  The request 

has been assigned Case No. QW-2005-0002.  The EMSD staff initiated an informal 

review of customer service processes, procedures, and practices at Noel Water Company 

by conference call on March 29, 2005.  In the course of its review, the EMSD staff 

examined Company tariffs, the 2003 and 2004 annual reports, Commission complaint 

records, and other documentation provided by the Company in relation to its customer 

service operations. 

 The objectives of this review were to document and analyze the management 

control processes, procedures, and practices used by the Company to ensure that its 

customers’ service needs are met and to make recommendations, where appropriate, by 

which the Company may improve the quality of service provided to its customers.  The 

findings of this supplemental review and update will also provide the Commission with 

information regarding the Company’s customer service operations. 

 At the time of the 2003 review, the EMSD staff made the following three 

recommendations:   
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1. Customer Billing:  Ensure the customer has 21 days from the day the bill is 
mailed until payment is delinquent. 

2. Complaint and Inquiry Handling and Recording:  Document all customer 
complaints and inquiries. 

3. Customer Deposits:  Revise and implement practices related to collecting 
deposits from new customers who have been deemed to have established an 
acceptable credit rating consistent with the Commission’s “Utility Billing 
Practices 4 CSR 240-13.030.” 

 

From the EMSD staff’s most recent review, processes at the Company have 

generally remained the same as they were during the Spring 2003 review.  However, the 

Company has taken appropriate action with regard to the EMSD staff recommendations 

numbered 1 and 2, as noted above.  In this update, the EMSD staff will discuss steps the 

Company has taken to address the previous EMSD staff recommendations, changes at the 

Company, the remaining recommendation made in the April 7, 2003, report, and one 

additional recommendation. 

 

Overview 

 Noel Water Company currently has 706 service connections.  The Company 

provides water service to an annual average of 644 customers in Noel and the 

surrounding area as follows: 

 
Customer Type 

# of 
Customers 

Residential      528 
Commercial        86 
Large Industrial          1 
Public Authorities (churches, schools, 
government entities) 

       24 

Private Fire Protection Services          2 
Flat rate (2 residential and 1 commercial)          3 

 

 All activities associated with Company operations are performed by the Chief 

Operating Officer/President (COO, President), an office manager, a temporary part-time 

secretary, a water superintendent and a part-time field employee.  Subcontractors 

continue to be used on an as-needed basis.  The part-time field employee works 

approximately 6-7 days each month reading meters and assisting the water superintendent 

with general maintenance of outside plant facilities and property.   
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 Improvements made in the last two years include construction of a 140,000 gallon 

metal standpipe.  The standpipe was put in service during July 2004 and replaced a 

leaking 50,000 gallon tank.  The Company has also replaced two sections of galvanized 

pipe, one approximately 240 feet, and the other approximately 800 feet, with PVC pipe.  

The Company’s short-term plans include continued upgrades to the existing plant.   

 

Meter Reading 

 The water superintendent and part-time field employee read meters between the 

17th and 23rd of each month.  The COO stated that ideal read dates are the 19th and 20th of 

each month, unless those two dates fall on a weekend.  It generally takes both employees 

two days to read the meters, as they also re-check any questionable reads and, on 

occasion, clean meter boxes. 

 

Customer Billing 

 Since the EMSD staff’s previous review and resulting billing recommendation, 

the Company has changed its billing date.  In accordance with PSC Rule 4 CSR 240-

13.020(7), bills are now mailed at least one day before the last working day of the month 

to ensure that customers have 21 days to pay after rendition of the bill.  Payments are 

delinquent after the 20th day of each month.   

 Customers complete applications for service at the Company office, denoting 

their name, address, and social security or driver’s license number.  Customers are 

required to sign the application, signifying that they agree to abide by the Company’s 

rules and regulations, a copy of which is offered to customers when they apply for 

service.  The Company charges all new customers a $5 connection fee as a condition of 

providing water service.  Before connecting water service, the Company requires 

customers to have a heating source (electric or gas) so that pipes will not freeze.  

 The Company continues to charge all new residential and commercial customers 

deposits of $25 and $35, respectively.  The Company is making no attempt to determine 

whether new customers meet any of the credit criteria cited in the PSC rules that would 

enable customers to avoid paying a deposit.  The Company refunds deposits with 6% 

interest to customers who have paid on time for 12 consecutive months.  The COO stated 
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that the Company is currently holding 245 customer deposits, as those customers have 

paid late at least once – and generally more than once – each year.  During the past year, 

the Company has had approximately 120 move-ins and move-outs, due in large part to 

personnel changes at the Tyson plant. 

 The office manager reviews the meter books for any unusual entries before 

entering the readings into the Corel Paradox software billing system.  The system is 

programmed so that the bills are automatically calculated according to the meter reading.  

The COO stated that the Corel Paradox software has been dependable, but the hard drive 

to the office computer was replaced approximately four months ago. 

 The computer has also been programmed to issue a warning for any readings 

posted that register usage of more than 50% over the previous month’s usage.  The 

Company previously had the warning point set at 10% over the previous month’s usage, 

but determined that 50% was more appropriate.  Once readings are entered into the Corel 

Paradox software, a “Suspects List” is generated that encompasses all computer warnings 

for the present month.  The water superintendent or part-time field employee investigates 

readings from the “Suspects List.” 

 

Credit and Collections 

 As noted in the previous customer billing section, all new residential and 

commercial customers are charged deposits of $25 and $35, respectively.  Customers are 

still not being asked questions to determine if, according to the PSC Deposits and 

Guarantees of Payment Rule, the deposit may be waived.  As noted earlier, when 

customers pay on time for 12 consecutive months, their deposits are refunded with 6% 

interest. 

 The COO estimated that Noel Water Company receives approximately one 

insufficient funds check each month.  When this occurs, the office manager sends a letter 

to the customer informing him/her that their check has been returned for insufficient 

funds.  The letter informs the customer that there is a $15 service fee on all returned 

checks and the total amount needed to rectify the problem.  The letter also warns the 

customer that if payment is not made in seven days, the Company will discontinue water 

service.  Although there is no provision for returned check fees in Company’s existing 
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tariffs, a sign noting the $15 charge for returned checks is posted in the Company’s 

offices.  Staff is currently reviewing all miscellaneous charges and will be recommending 

updates and additions to the tariffs. 

 The Company has a computerized delinquency listing for all customers whose 

accounts are 60 days in arrears.  The account balance in arrears as of March 29, 2005 was 

$1,509.15.  The COO stated that approximately 30 customers have account balances in 

arrears over 60 days and that 75-100 customers are consistently late in paying each 

month.  The Company’s disconnect policy remains the same as in 2003.  As shown in the 

table below, the number and amount of uncollectibles is trending upward. 

2003 2004 
$693.71 

on 16 accounts 
$800.71 

on 26 accounts 
 

   

Complaint and Inquiry Handling and Recording 

 The Company’s office telephone number appears on every bill.  Customers are 

able to contact the Company during working hours (Monday through Friday from 8:00 

a.m. to 4:30 p.m. and on Saturday from 8:00 a.m. to 12:00 p.m.)  An emergency number, 

however, does not appear on the bills.  The COO stated that in the event of an emergency, 

customers could call the police or fire department, and those officials know how to reach 

the COO.  The COO’s home telephone number appears in the local telephone book. 

 Since the EMSD staff’s review in 2003, the Company began keeping a 

complaint/inquiry log.  The EMSD staff has reviewed a copy of the complaint/inquiry log 

and found it to contain information such as the date, customer name, nature of the 

problem, and action taken to rectify the problem. 

 

Findings, Conclusions and Recommendations 

 The following discussion presents a summary of the findings, conclusions and 

recommendations pertaining to the Company’s customer service operations.  The 

information presented in this section focuses on the following areas that require Company 

management’s attention: 
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• Customer Deposits 

• Complaint and Inquiry Handling and Recording 

 

Customer Deposits 

 No attempt is made to determine whether new customers meet any of the credit 

criteria cited in the PSC rules that would enable customers to avoid paying a deposit.  All 

new residential and commercial customers are charged deposits of $25 and $35, 

respectively.  This is in violation of Commission rules.  Deposits with 6% interest are 

returned after customers pay on time for 12 consecutive months. 

 Before automatically charging a new customer a deposit, Noel Water Company 

should make every attempt to determine if new customers have established an acceptable 

credit rating.  PSC Rule 4 CSR 240-13.030(1)(C) states . . .  

The customer shall be deemed prima facie to have established an 
acceptable credit rating if the customer meets any of the following criteria: 

1. Owns or is purchasing a home; 
2. Is and has been regularly employed on a full-time basis for at 

least one (1) year; 
3. Has an adequate regular source of income; or 
4. Can provide adequate credit references from a commercial 

credit source.   
 
If the customer is deemed to have established an acceptable credit rating by meeting any 

of the above criteria, a deposit should not be charged. 

THE EMSD STAFF RECOMMENDS THAT COMPANY MANAGEMENT: 

Revise and implement practices related to collecting deposits from new 
customers who have been deemed to have established an acceptable credit 
rating consistent with the Commission’s Utility Billing Practices 4 CSR 
240-13.030. 
 

 

Complaint and Inquiry Handling and Recording 

 Customers do not have an emergency contact for the Company outside of normal 

business hours.  An answering machine is currently not available.  The COO stated that 

in the event of an emergency, customers could contact the police or fire departments, and 

those officials know how to reach him.   
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According to Commission Rule 4 CSR 240-13.040(C) Inquiries, “Qualified 

personnel shall be available at all times to receive and initiate response to customer 

contacts regarding any discontinuance of service or emergency condition occurring 

within the utility’s service area; . . .”  To be in compliance with the Commission rules, 

customers must be able to contact the Company in the event of an after-hours emergency.  

Options to enable customers to reach the Company outside of normal business hours may 

include installing an inexpensive answering machine with an after-hours message 

informing customers of an emergency contact number or contracting with an answering 

service to take after-hours calls. 

THE EMSD STAFF RECOMMENDS THAT COMPANY MANAGEMENT: 

Communicate to customers a method of contacting the Company outside 
of normal business hours in the event of an emergency. 

 
 
 
 
  

 
 
 
 

 




