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dug in my front yard, the curb shut off was replaced, and the Company moved my meter from my
basement to the second and larger hole (three feet deep) in my front yard. I expressed my concern
about being able to read the meter and was assured that all meter information was available on the
Company’s website. I then had to have my plumber make a second trip to replace the main shut off
valve in the basement. I also called the MOPSC to complain about Customer Service and was told
that an informal complaint would be filed. I never obtained a copy of the informal complaint nor
received a call from the Company about it.

1 AMI from MyWater

MyWater is the Company’s online system which is the only water usage information that the
Company makes available to customers. When at first I could not locate the website, I called
Customer Service and was told the information was not available to customers. I suspect the
Customer Service representative may have been thinking of another system only available to
Company field personnel because she did not even mention MyWater. I eventually found MyWater
on my own and started to visit the website daily. The AMI from MyWater is information I obtained
directly off of MyWater. The two references to “improve customer experience” could not be further
from the truth. I have to almost get on my hands and knees, lift the meter box cover, reach in the pit
and lift the meter cover, sometimes wipe off the display, and try to read the meter in that dark hole
called the “meter pit.” I can usually only do this on nice, clear days while being very careful not to
drop something into the pit like my glasses. My wife and many, if not most, of my neighbors could
not do this. On November 6, 2024, I lifted the pit cover only to find the pit full of water and the
meter remained under water for the entire day. No data was available on MyWater the entire day.
The other so-called customer benefit in this document is “quickly detect and notify customers of
costly leaks.” Despite numerous instances of high water usage, I’ve never been notified by the
Company.

2. M-A Water Email

This document is a flyer emailed to me by the Company on October 17, 2024. The statement in the
first paragraph “that allows customers to track their up-to-the-hour water usage” is a blatant lie. As I
will show with the next document, the data on MyWater  is 55 to 79 hours behind depending on
which hour of the day being considered. Because MyWater is so far behind displaying water usage
data, a truly accurate “up-to-the-hour water usage” is likely only possible by actually reading the
meter which is problematic at best, especially for customers whose meters are located outside in a
meter pit. The Company should provide wireless meter displays connected to the meter to any
customer whose meter is located outside. The statement “Log on to MyWater any time, day or
night, to view your water usage” at the bottom of the first page is also untrue. In the early morning,
you usually get a message “No data to display.” On weekends you often get a message “MyWater is
Undergoing Mmaintenance” or “ Our MyWater Website is Currently Unavailable.” Because the
MyWater data is not current, the statement at the top of the second page “Better understand your
water usage” is not possible without the customer keeping a daily log of activities that consume
water. The statement “in addition to providing customers with access to real-time data” indicates
that the individual that wrote this is either not familiar with MyWater or simply does not know what
“real-time” means.
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3. MyWater Reports for 241110

The MyWater reports printed on the day before (November 11, 2024) the public hearing disclose
many of the problems with the reports produced by the MyWater application. First notice that there
is no indication on the report as to when it was produced. All reports generated by MyWater should
be date and time stamped. Note also that the 30 Days report on the first page has only 29 entries
and the oldest date (“Oct-13”) is showing zero gallons. Consequently this 30 Days report and all 30
Days reports I have seen in the last nine months show less than 30 days. Note also the vertical axis
on the graph on the second page reads “Gallons (In Hundreds)” which means add two zeros to the
indicated quantity. No zeros should be added to any quantity on the graph which already shows a
handful of days exceeding 100 gallons which is consistent with the actual quantities shown on the
first page. Adding two zeros would make the quantity 10,00 gallons for the day. The sum of the
hourly gallons shown on page 3 is 82 gallons which is less than the total for the day shown on the
first page. I don’t think I have seen the sum of any 24 Hours report equal to the reported daily
amount for the same day in the nine months I have been recording hourly data. In addition,
MyWater has failed to report any daily or hourly data on about 60 days during that nine months. The
daily quantities can be captured on a future 30 Days report but the hourly data cannot be recovered
presently. The Company claims it retains MyWater data for three years so some provision should be
developed by the Company to recover historical hourly data for customers that request it.  Perhaps
even more distressing, however, is that the last hour shown on the report is 12 AM which is actually
the next day. So if the meter is read at 12 AM on 11/10/24, the measured water usage is for May 9
and not May 10. In addition, The legend “Gallons (In Hundreds) on the 24 Hours graph on the third
page suffers from the same deficiency as the 30 Days graph on the second page. Many of the
differences are small but some can be alarmingly high as shown later in 5. House Visit.

4. Leak Adjustment Claim

In mid-February 2024, I noticed abnormally high water usage for the last three days of January.
Despite using more than 3,000 gallons or ten times my normal usage over that three day period, I
was never notified of the problem by the Company. I found that the toilet valve I had replaced late in
2023 was faulty, the manufacturer sent me a replacement and I completed a timely repair. I called

the Company on February 12th because of my concern of the impact on my sewer bills for an entire
year and got a message “40 minute wait” but was able to leave a call back number. The call back
never came. I called again and in the process I also requested a leak adjustment on my water
charges. I had really forgotten all about the leak adjustment request until I received the email on
page 3 from the Company on April 15, two months after submitting the request, that it had been
denied. Much to my surprise, the Company letter indicated it had not even looked at the three-day
period at the end of January.

5. House Visit

On April 30, 2024, MyWater showed 272 gallons of water consumed for the day on the 30 Days
report. The 24 Hours report for the same day, however, showed only 160 gallons, a difference of
more than 100 gallons. I called the Company and requested a field representative visit which was
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scheduled about two weeks out. The next day’s (May 1, 2024) 30 Days report indicated 277 gallons
of water consumed. The 24 Hours report for the same day, however, reflected a whopping 475
gallons, a difference of almost 200 gallons. Two Company field reps, Hozie Carter and a fellow
named “Paul,” showed up at my house on May 13 and first removed the bolt on my meter pit cover
so I could have easier access to my meter. I also showed the two men the strange reported numbers
for April 30th and May 1st as well as many other questionable reports from MyWater.  I offered
copies of my documents to the two men who replied it would not be necessary because they could
not be of any help with MyWater. Hozie Carter wrote up a service report and shared a draft with me.
I pointed out one error in the report that never got corrected and Hozie filed the report asking that
“a supervisor or IT associate with more knowledge on how the system works and handles contact
Jim to enlighten him on the system [MyWater] works.” That call never came but I did receive a letter
from the Company offices in Camden, NJ dated 5/30/2024. The letter referred to a “leak
investigation” and other subjects totally unrelated to the service call. When I finally figured out a
couple of weeks later that this letter must be the Company’s response to Hozie Carter’s service
report and that the requested phone call requested by Hozie Carter was not going to materialize, I
wrote the one page letter dated June 7, 2024 to the Company’s offices in Camden. I never received
any response to my letter.

6. Missing Data

I encountered a period of nine days in early October 2024 when I could not get any updated data
from MyWater. The first page of the document, which I printed from MyWater on October 4th,
shows 100.5 gallons of water consumed the day before, October 3rd. The second page which I
printed on April 14 and which hadn’t changed early on October 15, was still showing October 3rd as
the last date covered by the report. So from October 4 until early on October 15, I could not get any
updated data on my water usage.  I could not get any report with updated, current water usage until
April 16 which is shown on the third page. What is also very disturbing about the report generated
on October 16 is that the daily usage for October 7 and October 10 is zero and the two days in
between, October 8 and 9 are completely missing from the report. Notice also that none of the
three 30-day reports has 30 days of usage, the Nov. 14/15 report only has 19 days, and the other
two of the reports show zero usage on the oldest day covered by the report..

7. MOPSC Complaints

Since my meter was moved by the Company from my basement to the outside meter pit in late
2023, I have not been able to talk to anyone from the Company knowledgeable about MyWater
despite numerous attempts. I have contacted the Public Service Commission and expressed my
frustration. I was told late in 2023 that an “informal complaint” would be filed and I expected to
receive some contact from the Company about my complaint. I never followed up to obtain a copy
of the complaint nor was I ever contacted by the Company. As time went by and I became more
frustrated with MyWater and the inability to get anyone from the Company to contact me, I started
looking into the complaint process more deeply. On 9/24/2024, I sent an email to Jay Eastlick of the
Public Service Commission attempting to start a formal complaint regarding the Missing Data
explained earlier in section 6. Customer Service. I explained that Customer Service had told me
MyWater was the responsibility of “Web Services” but she could not provide that number. I had
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previously been told it was the responsibility of the “Meter Department” and was promised a call
back from that department that never came. Since that call from the Meter Department had never
come, I asked for a supervisor. Since I had become accustomed to my calls to the Company going to
different parts of the country, I asked the supervisor where she was located. She would not tell me
and when I think I asked again, she hung up on me. Frankly I’ve been hung up on by Customer
Service so many times that I have to believe it is part of their training. I appreciated Mr. Eastlick’s
attempts to help me but was not very encouraged by his response shown on the second page. At
that point I thought I might have to pursue a formal complaint and asked (page 3 of the document)
Mr. Eastlick if he could provide any information on my 2023 informal complaint. I’ve not yet received
a response.
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