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FORMAL COMPLAINT FORM J AN 1 ﬁ 2025
BEFORE THE PUBLIC SERVICE COMIVISSION Missour! Public
OF THE STATE OF MISSOURI Service Commission
Jim Moriarty

Complainant,
Missouri American Water
Respondent

FORMAL COMPLAINT
1. Complainant resides at:
2. The utility service complained of was received at:
a. Complainant’s address listed in paragraph 1.

3. Respondent’s address is:
PO Box 2798
Canden, NJ 08101

4. Respondent is a public utility under the jurisdiction of the Missouri Public Service

Commission.

5. The Amount at issue is: $ Unknown

//6/2025

Date
I e T /wom%
Complainant’s Phone Number Complainant’s Printed Fult Name

Alternate Contact Number Complainant’s £-mail Address



6. Complainant now requests the following relief:

A, Respondent should be ordered to provide a complete accounting for the negative changes to the
water usage identified in 7. 20 CSR 4240-13.025 Billing Adjustments, including appropriate customer
refunds, explain adequately and demonstrate that it has fixed the app “MyWater,” or issue refunds to all
customers that experienced these reported reductions in their water usage on the 30 Days report.

B. All customers should be able track their “up-to-the-hour water usage” as advertised by the
Respondent in its “Advanced Metering Infrastructure” claims {Exhibit A, page 1) email sent to the
Complainant on October 17, 2024. Such a ctaim is not possibie unless the procedures include the
instatlation of proper equipment and computer systems. Customers whose water meter has been
relocated to an outside pit should be able to request and receive a wireless display that can be located
in the customer’s house and show real time, “up-to-the-hour” water meter readings as shown on the
outside water meter which should then be secured to prevent potential tampering with the meter.

C. Customer should be able to call a i‘echm’calsupﬁort telephone number for MyWater and should not
be directed to the current Respondent’s Customer Service function but rather should go directly to
personnel who understand and have complete access to the MyWater application.

D. The MyWater application and the related technical support function should include the ability to
respond, both online and through a phone inquiry, in a timely manner, to customer inquiries regarding
hourly and daily usage data for any day in the prior two years and produce past reports for same.

E. Customer Service telephone personnel should be located within the customer’s state, or an adjacent
state if closer, and should be required to disclose that state to customers.,

F. Reports and files available from the MyWater application should be date and time stamped.

G. Customer monthly Statements should show the day and time of meter readings shown on the
Statement.

H. Reépondént should be ordered to stop sending monthly water usage data to MSD until the data is
demonstrated to be applicable (for example: 30 days without probiems), complete, timely and accurate.

I Respondent should report all instances of Cusktomer Service personnel hanging up on customers, .
retain the recording of the conservation and report it, including the reason for discontinuing the call, to
the MOPSC.

J. Respondent ciaims {Exhibit B, page 1) on the MyWater app in regards to its “Advanced Metering
Infrastructure” (AMI) that it can “quickly detect and notify customers of costly leaks” but has not
disclosed the definition of “quickly” or “costly” nor the method used to “notify” customers. All these
terms need to be defined and disclosed hy the Respondent in their official documents and should be
implemented immediately.

K. Real time meter readings should be available to all customers via the internet.



7. The relief requested is appropriate because Respondent has violated a
statute, tariff, or Commission regulation or order, as fa!!ows:

20 CSR 4240-13.025 Billing Adjustiments

{1) For all billing errors, the utility will determine from all related and available information the
probable period during which the condition causing the errors existed and shall make billing
adjustments for that period us follows:

(A} In the event of an overcharge, an adjustment shall be made for the entire period that the
overcharge can be shown to have existed not to exceed sixty (60} consecutive monthly
billing periods, or twenty (20) consecutive guarterly billing periods, calculated from the
date of discovery, inquiry, or actual notification of the utility, whichever comes first;

| have recorded moce than one hundred (100) changes to the “30 Days” report (Exhibit C, pages
1 - 3 show the date, original gallons reported, revised gallons and the date the change was
detected) in the MyWater app since I first noticed the numbers changing in fate July 2024 and
continuing through December 4, 2024. These changes are always negative and usually occur on
the second oldest day on the 30 Days report {the report never includes 30 days since the oldest
day is usually and incorrectly reported as “0”). This report might be more appropriately named
the “29 Days” report although | have seen many days when it is even less than 29 days.

From July 24, 2024 through December 4, 2024, a period of 134 days, | recorded 109 changes
{81%)] to the 30 Days report (See Exhibit C, pages 4 and 5 for examples of tha 30 Daye report).
Note the amount of water usage for November 28" reported on page 4 {printed on 12/26/24) of
Exhibit C is 168 gallons. Notice on page 5 {printed 12/27/24} of Exhibit C, the same 30 Days
report chtained on the following day, shows the water usage for November 28 as 100.3 gallons,
a reduction of 67.7 gallons (morea than 40%). Complainant has similarly documented nearly all
of the more than 100 changes to the 30 Days report during the period. What may be the most
disturbing aspect of these changes is that they have increased each billing period and have
exceeded 96% of the days included in the last two billing periods {now nearly 16% of usage).

This is not to say that the rest of tha days (19%) during the period did not contain negative . .
changes because, with most changes being made to the oldest day included on the report (30th
day always "0"), if the Respondent does not even produce a report on any particular day {(which
happens often and as recently as January 3, 2025 when i attempted to get the 30 Days report
four times from 7:45 AM till 5:30 PM expecting to see a change to the 113.9 gallons originally
recorded for Dec-5 but got the message “No data to display” and the next day, January 4, 2025,
Dec-4 was now the oldesi day reflecting the expected “0” gallons). Since the oldest day is
generally reported as “0,” you may never see a modified reading before the day of the change
falls off the report for good. Respondent had one 10-consecutive-day period in early October
when it did not update the 30 Days report for the entire 10-day period. On Octoher 4, the 30
Days report reflected usage for October 3rd. On October 14, MyWater was still showing Octoher



3rd as the most recent day reading. It was not untit October 15 that an update was reported,
then showing QOctober 14 as the most recent day reading. 1did produce about six 30 Days
reports during the interim between updates but of varying numbers of reported days ranging
from 20 days to 29 days and at least three changes to days in early September.

Despite this type of correction always being negative, | have never seen a billing adjustment.

20 CSR 4240-13.040 Inquiries

{1) A utility shall adopt procedures which shall ensure the prompt receipt, thorough investigation and,
where possible, mutually acceptable resolution of customer inguiries. . . .

! have been trying to get reliable data on our daily water usage since the day late in 2023 the
Respondent relocated my water meter from my basement to a pit in my yard and on that day its
representative assured me | would be able to get the needed information off the Respondent’s
website. | now think that Respondent’s representative believed what he was telling me because
| think the Respondent does have “real time data” available but is not sharing it with customers
on the MyWater app as claimed (Exhibit A, page 2). | believed the representative’s statement
then because | think field personnel have shown me real time data on their laptop computers in
my home and so | expected to find real time information available to customers on the Web.

When | had difficuity finding it on the Web, | called Customer Service and was told that
“information was ol available o customers” which just reinforced my belief that the
Respondent had available real time water usage data that it was not sharing. She never even
mentioned the MyWater app. | eventually found the website titled “MyWater” on my own and,
even though not the real time data | expected, it did appear to be useful information. { have,
however, encountered far too many days of incomplete and inaccurate information on
MyWater and encountered frequent days of stale, inconsistent or no data.

The Respondent’s “procedures” are deficient if they do not result in customers having access to
real time meter readings like they do with a basement meter, Respondent claims in its Advanced
Metering Infrastructure that it “improves customer experience” (Exhibit B, page 1) which is
simply not true because MyWater is flawed, not designed to provide real time water usage data
_and the procedures do not include the installation of proper equipiment to enable customers o
self-monitor water usage or verify the accuracy of Respondent-reporied data (the later
deficiency is explained in detail in the later section (3) (G} Explanation of meter reading
procedures which would enable a customer to read his/her own meter; .. .)

In its WELCOME, NEW CUSTOMERS web page (Exhibit D}, the Respondent claims under
MyWater that it enables the customer to “Manage your account online, any time, day or night,
with MyWater.” It is not even clear what the day the final meter reading is taken on any
particular day because the “24 Hours” report indicates the final day’s reading is “12 AM.” Since
12 AM is a new day, it leaves one to question if the doy reported is the day the meter is read or
truly the previous day’s water usage? Making truly “real time” water usage data available online



and date and time stamping reports would provide custorners with more reliable water usage
data to menitor their water consumption even when they are travelling away from home.

{2) (A} At all times during normal business hours qualified personnel shall be availuble and prepared
to receive and respond to oll custormer inquiries, service requests, safety concerns, and compluaints. . .

Respondent has failed to make knowledgeable personnel available to answer customer inquiries
ahout MyWater. Usually when you press Customer Service representatives for information
about MyWater, they either hang up on you or try to pass the buck. I've been told by Customer
Service it is the responsihility of the “Meter Reading Department” and “Web Services” but not
been transferred, repeatediy told the nurnber is not available” and never received a call back
despite my several requests and at least one Respondent representative promise of a call back.

(3) {G) Explunation of meter reading procedures which would enable u custormer to read his/her own

meter; ...

The Respondent’s “procedures” are deficient if they do not result in customers having access to
real time meter readings like they do with a basement meter. The simple first solution is to
include in the “procedures” the installation of a wireless device in the customer’s home that will
enahle the customer to read his own meter anytime day or night, summer or winter, clear or
stormy. Making the same “real time” data available to the customer from a wireless device
inside the home will aiso enable each customer to compare actual real time water usage from
the wireless device to Respondent-reported data on the Web, when it is finally available.

Let me describe the outside meter experience. I must go to an underground (three feet deep)
pit located in my front yard, almost kneel, remove the pit cover, reach in to the pit and lift the
meter cover. | must then sometimes reach in and wipe off the meter display, always crouch very
low and try to read the meter in the dark pit, which is becoming more difficuit as 1 age, and try
to memorize the number, This can take several seconds depending on the status of the meter at
that particular moment {the meter read out displays several numbers in a defined sequence). |
must then close the meter cover and replace the pit cover before returning to the house to
record the six-digit meter reading from memory. Throughout the procedure | must be careful
not to drop anything into the pit like my glasses or the tool  use to remove the pit cover. | car
only do this during daylight hours {} don't want to drop a flashlight into the pit} since the meter
readout does not have a hacklight. Recently I have encountered many cold and rainy days and
even a day when the pit was full of water and the meter remained below water the entire day. |
also experienced another period of several days when my yard was covered with snow.

Advanced metering may give the Respondent the real tirme data it is seeking while making it
easier for the Respondent to get to the meter without notifying the customer, but it is fantasy to
think it makes it easier for custormers to manage their water usage. | don’t know how much
longer 1 will be physically able to read my own outside meter. | don’t think my wife or many, if
not most, of my neighbors are able to now read an outside meter in a dark pit. The simple first
solution is to include in the “procedures” the provision of a wireless device in the customer’s



home that will enable the customer to read his own meter anytime day or night, summer or

winter, clear or stormy.

{5 } A utility shall maintain records on its customers for at least two (2) years which contain all

information concerning -

Water usage is not mentioned in this provision but the Respondent has represented publicly
that “AMI meters are high-tech water meters that allow customers to track their up-to-the-hour
water usage through MyWater” (Exhibit A, page 1). This statement is not true. On most days
when the data is updated, the hourly and daily data is, | estimate, 36 to 50 hours old. Hourly
consumption is missing for more than 38 different days from July 24, 2024 through the end of
the year, a period of 161 days. Thirty-eight {38) days out of a possible 161 days is 24 percent of
the days with no hourly water usage. Daily water consumption information is only available for a
maximum of 29 days and changes regularly which makes the retention of hourly and daily water
usage records a necessity. The Respondent needs to provide customers, by request, hourly and
daily reports for any day over a period of at least the last two years.

I had planned to end my study of the problems with MyWater at the end of the year {2024) but
old and new problems surfaced on the last day of the year (12/31/24) which is shown on Exhibit
J. Page 1 of Exhibit J was the first 30 Days report | obtained on December 31 which showed “0"
water usage for the previous day (December 30). | have seen this problem on a few previous
occasions along with the usual change to the second oldest day (December 2) and the usual “0”
reported for the oldest day (December 1} on the repori. | looked up the report at least four {4)
more times that day, the last time at 6 PM, and did not see any corrections or updates to the
report. At8 PM on December 31, | did detect a change to the report and reprinted it (Exhibit J,
page 2). December 30 was still showing “0” water usage but the “0” for December 1 had been
dropped from the report and the oldest day was now December 2.

At 8 AM the next day (January 1), | printed the report and saw things | don't ever remember
seeing before on the 30 Days report (Exhibit J, page 3). An update had occurred, showing 89,64
gallons of water for December 31 but now the “0” for December 30 had been duplicated. In
addition, the two oldest days on the report (December 2 and 3) were also duplicated. Also the
two readings for December 3 were different reflecting a reduction from the previously reporicd
97.6 gallons to 80.8 gallons. It was not until 7:45 AM on January 2 that | finally got a reading
(Exhibit J, page 4) for December 30 of 70.06 gallons. In addition December 4 was now showing a

~decrease from the previously reporied 106.9 gallons to 98 gailons. This series of reports over a
3-day period (12/31/24-1/2/25) contained some of the strangest peculiarities on the 30 Days
report that | have seen since | started viewing the data on MyWater early in 2024. | decided at
that point to continue my study of MyWater into 2025.



8. The Complainant has taken the following steps io present this maiter
to the Respondent:

A, {2023 - 2024): Complainant has called the Respondent’s “Customer Service” countless times
over the last year or so trying to get an explanation of how the MyWater app works. Customer
Service reps generally are ignorant about the app, mention that itis the responsibility of
someone else such as “Meter Department” or “Web Services,” but don’t have or won’t provide
a telephone number and can’t transfer the call, Even when they say they will forward a request
for a return call, the call never comes. | have experienced a “supervisor” who refused even to
indicate where she was located which apparently could be a state nowhere near Missouri and
numerous reps who simply terminate the call without notice.

B. 2023 (Fali}: Complainant filed an informal complaint with the MOPSC, likely about the
Respondent’s Customer Service function and/or staff and the Respondent’s “local office” not
calling me as promised by Customer Service. Coimplainant does not have a copy of the informal
complaint and never received a follow up call from the Respondent or Cornrission staff and,
therefore, | don’t know if Respondent even received the informal complaint. | called a plumber
to replace the main water shut off in the basement and he ended up making {and charging) for
two visits because of a faulty curb shut off. The Respondent, after two failed attempts to shut
off my water, eventually replaced the curb shut off and in the process moved my water meter
from the hasement to a pit in my yard. My initial concern was the potential difficulty in reading
the meter but the Respondent’s representative assured me | could get all the data on the
Respondent’s website.

C. February, 2024: At the end of January and early February, ! noticed extremely high water
usage and started calling Customer Service. | was never notified of the high usage by the
Respondent even though I reportedly used 3,600 hundred gallons over three days, twelve times
my normat use. { became frustrated with Customer Service and in late February sent a second
informal complaint {Exhibit E) to the MOPSC regarding difficulty encountered in getting through
to Customer Service, Respondent’s representatives hanging up on me and the inability to get
past Customer Service to Respondent representatives familiar with MyWater.

Because of the high water usage at the end of January 2024 {Exhibit F), | requested a “Leak
Adjustment” for the obviously high water usage at the end of January 2024, Two months later |
finally got a response (Exhibit G) from Respondent which indicated it had completed a “review”
of my account for two periods, “September 08, 2023-October 06, 2023” and “October 08, 2023-
November 06, 2023.” The Respondeni concluded that both periods’ water usage was “not 2
times the average” but neither period reviewed even included the end of January 2024, just two
months earlier, which was the period in question.



D. Because of the high variance in water usage on the 30 Days {Exhibit H, page 3) and 24 Hours
(Exhibit H, pages 1 and 2} reports on April 30 and May 1, 2024, | requested an on-sight meter
inspection and it took two weeks to get the Respondent to send field personnel to my home.
Two Respondent representatives, “Hozey” and “Paul,” first checked my meter, found it was not
running (no Jeak) and changed the pit cover so | could remove it myself anytime | wanted to
read my own meter. | then explained to Hozey and Paul my ongoing frustrations with the
MyWater app and was told “they couid not heip ime” but Hozey did offer to write a report that
included a request for someone that could help me to give me a call. A draft report was written
(Exhibit I, page 1), | reviewed it and pointed out one incorrect detail that never did get
corrected, and the report was finalized with a sentence that a “supervisor or IT associate with
more knowledge on how the system works” call me but that call never came. | did get a letter
from the Respondent’s home office in Camden, NJ (Exhibit I, page 2) a couple of weeks later but
the letter did not even address my concerns made clear in Hozey's réquest on my behalf. |
responded {Exhibit I, page 3) to the letter the day | received it and repeated my request for a call
from” someone familiar with the system” but a call never came and, in fact, | never received any

response to my letter.

E. November 12, 2024: When | attended the public hearing to testify, | told the Respondent’s
Vice President, General Counsel and Secretary, Timothy W. Luft, that | would be happy to talk
with the appropriate Respondent personnel to explain all the problems | have encountered with
MyWater and it wouldn’t cost the Respondent anything. It has been almost two months since
the hearing and I've received no call.

F. | have had considerable contact with the MOPSC over the last year or so expressing my
dissatisfaction with the MywWater app and the lack of the Respondent’s lack of support for same
and, in particular, the constant reaction of Customer Service representatives ending the call
(hanging up) without warning. One MOPSC employee, Jay Eastlick, has, in my opinion, tried to
be helpful. | think the low point in this communication, however, came on September 25, 2024
when Mr. Eastlick stated in an email that “There is no Commission rules or anything in Missouri
American Water Co.'s Commission-approved tariff that pertains to the company’s website,
which most likely is maintained by a third party not regulated by the PSC.” Assuming this
statement is true, | could not disagree more with the Caminission’s position on the subjeci. As
have pointed out in this Farmal Coraplaini related to CSR 4240-13.040 Inguiries, {1}, {2){A),
{3)(G), and {5) the Respondent and, therefore, the MOPSC and any third party engaged by the
Resgondent, have a duty to ensure that these State Regulations are followed.



‘ Evhibit A

Jim Moriarty
Get Hourly Water UUsage Data
American Water <myaccount@amwater.com> Thu, Cct 17, 2024 at 9:30 A
Reply-To: American Water <myaccount@amwater.com>
To:

View this email in your browser

TRACK YOUR
HOURLY WATER USAGE
ONLINE

At American Water, many of our customers enjoy the benefits of
Advanced Metering Infrastructure (AMI). AMI meters are high-tech
water meters that allow customers to track their up-to-the-hour water
usage through MyWater. ’

BENEFITS OF MONITORING WATER
USAGE

L.og on to MyWater any time, day or night, to view
your water usage by the hour as well as tong-term
water consumption data. By viewing this
information, you can:

* Detect leaks and anomalies. Compare recent usage to past data to see
if there are recent spikes in usage, which may indicate a water leak or too
much water being used unexpectedly.



» Better understand your water usage. Beyond finding unusual water
usage from leaks, AMI meters allow you to better understand your water
use patterns and when you are using water the most.

» Save money and water. By monitoring your usage to stop Jeaks and
identify daily routines that may be using too much water, you can make
changes that benefit your wallet and the environment.

+ Get improved customer service. With AMI, American Water can access
your water meter data immediately without having to send out a field
service representative. You can access the same data we have and work
with our customer service team to determine if there is an issue that
requires a field service representative visit.
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Here's an example of the consumption data overview you'li find in your
MyWater account. You can view your usage for the previous day, month, year
Or longer.

AMI METER BENEFITS
In addition to providing customers with access to real-time data, AMI meters
provide the following benefits:

» Increases meter reading accuracy, including reducing the number of
estimated customer bills

» Improves meter reading efficiency through more frequent collection of
usage data

+ Improves employee safety

» Reduces the number of empioyees required to manually read meters

e Reduces utility truck travel and carbon emissions




s Enhances system monitoring diagnostics that help us improve system
reliability

TRACK YOUR WATER USAGE
Visit MyWater to track your water usage. If you don't already have a MyWater
account, you can sign up here.

SERVICE. ONE MORE WAY WE KEEP LIFE FLOWING.

AMERICAN WATER

amwater.com

Copyright © 2024 American Waler, All rights reserved.
You are receiving this email because we want to keep you informed about the Iatest American Water
information. If you are not inlerested in receiving emaiis like these, please click on the "unsubscribe" link
at the hottomn of this email. Customers will stilt receive emails regarding their bili,

Our mailing address is:
American Water

1 Water Street
Camdan, NJ 08102

Add us to your address book

FOR BILL PAYMENTS, PLEASE USE THE ADDRESS ON YOUR BILL.

Want to change how you receive (hese emails?
You can update your preferences or unsubscribe from this list.
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MERTS EMERGENCY

% / Missouri / Customer Service & Billing / FAQs / Advanced Metering Infrastructure (AME)

ADVANCED METERING INFRASTRUCTURE

Overview and Benefits

At Missouri American Water, we strive to constantly improve our customer experience and
make our operations more efficient and cost-effective. Advanced Metering infrastructure

(AMI) does hoth:
Improves customer experience; -

° |ncreases meter reading accuracy, including reducing the number of estimated customer

bills
* Enhances our ability to quickly detect and notify customers of costly leaks

* Allows us to bill our customers monthly, which is more budget-friendly than quarterly .
billing and provides customers with the option of enrolling in our budget-billing program.

/ Improves operational efficiency: Vo ] N




* Improves meter reading efficiency through more frequent collection of usage data
* Improves employee safety o T
¢ Reduces the number of employees required to manually read meters

® Reduces utility truck travel and carbon emissions

* Enhances system monitoring diagnostics that help us improve system reliability

How does AM} work? An AMI system uses small radio devices to periodically transmit low-
power radio signals from customer water meters to receivers mounted on water tanks or

utullty poles. The radio signals are trensmmeu wireies |y over a dedicated communication
channel. The technology ellmlnates the need for manual meter readlng

Your usage data is only used for customer billing and network monitoring. The AMI system
collects hourly water usage information via secure, encrypted hardware and software. The
data is sécure, protected and safeguarded by Missouri American Water customer privacy
practices,

Accurate and efficient, AMI technology:

° Lays the groundwork for better information about water usage patterns. The information
will help enhance our ability to engineer and update cur water system. Uitimately, data
will become available to customers to help improve their ability to manage their water
usage. A

» Sustains and enhances our ability to accurately measure water usage, regardless of

weather conditions.

» Operates more efficiently, eliminating the need to visit homes and businesses to read

meters.

* Takes vehicles off the road to help reduce our community’s carbon footprint.

The AMI upgrade process

We will send letters to customers prior to upgrading their meter to AMI. The installation . P
process takes about an hour and your home water service will not be interrupted. Qur crews , | :
or contractor partners will install these meter upgrades and leave a doorhanger when the job ' y
is complete.
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If your home has an indoor water meter. You will receive a letter from us asking you to call
our AMI Customer Service Center to schedule an appointment for your meter upgrade. Indoor
meters are typically located in basements and our contractor will need access to your home
to complete the work. We appreciate your assistance in scheduling your meter upgrade and
offer a range of appointment options to accommodate your schedule.

If your home has an outdoor water meter. Customers with outdoor water meters will also
receive a letter prior to the meter upgrade but will not need to set an appointment. A crew
member wiil knock on your door to let you know that the work is beginning. If no one answers,
they will complete the upgrade and leave a doorhanger. The outdoor meter is located in a box,
so there will be very little disruption to your yard. e S R

if your meter is scheduled for replacement. Missouri American Water also has an ongoing
program to replace residentiai water meters every fifteen years. As we replace these old
meters with new ones, we will also add AMI devices. Customers with indoor water meters
scheduled for replacement also receive letters from Missouri American Water asking them to
set an appointment time for the replacement process. Missouri American Water crews are
available to do this work from 8:30 a.m. — 6:00 p.m. Monday through Friday and on Saturday
from 8:30 a.m. — 3:30 p.m.

There is no direct charge to customers for this water meter upgrade. If you decide not to
allow Missouri American Water to upgrade your meter to AMI, the Missouri Public Service
Commission has approved a Special Meter Reading fee of $27.50 per month that will appear
on your hill.

When the installation is complete

You will not notice any changes to your water service once the installation is complete. We
will contact some customers by phone to check your satisfaction with the process. Our goal
is to make this transition as smooth as possible for our customers.

If you have questions about the AMI system, please email our project team at
stimeterupgrade@amwater.com. You may also contact the Missouri American Water
Customer Service Center at 866-430-0820. Customer Service Representatives are availabie
from 7:00 a.m. to 7:00 p.m. Monday through Friday to answer your questions.

MyWater >
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30 Days DEC-26 - NOV-27
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WELCOME, NEW CUSTOMERS
Welcome to Missouri American Water! We look forward to serving you. As your water and/or
wastewater provider, we recognize the trust you — and approximately one in four Missourians --

place in us to provide high-guality water and refiable wastewater service. Serving you is a
responsibility we take very seriousiy.

We continuously monitor, maintain and upgrade our faciiities to support efficient operations and
meet regulatory standards. This requires investing in treatment plants, storage tanks, pipes, pump
stations, fire hydrants, metering equipment and more.

We are invested in Missouri communities because were providing service to our neighbors, friends,
and own families — something we've heen doing for over 140 years.

Cilick here to view our Customer Rights and Responsibilities information.

MyWater

Manage your account online, any time, day or night, with MyWater. Sian up today and from the },f
comfort of your home: ;

S

UView and pay your bilt
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From: Jim Moriarty [

Sent: Wednesday, February 28, 2024 3:52 PM

To: Missouri Public Service Commission <pscinfo@psc.mo.gov>
Subject: Re: Missouri American Water Tariff Sheet

I don't know who at the Commission sent this email but let me try to expiain the big picture.

When I filed my informal complaint about Missouri American Water with the Commission last
fall, I had two plumbing problems that I knew about: a faulty toilet fill vaive and a faulty main
shut off valve in the house that was starting to leak just below the water meter in the basement.
During this time I became very concerned about my water usage and started reading my meter up
to six times a day. This is an important point because now I have new issues and amn having
difficulty monitoring my water usage for reasons I will soon explain. My water usage foliowing
all the repairs and my constant attention was just 64 gallons pet day during the period 12/7/23 to
1/8/24.

I had a plumber come to the house in the fall to replace the faulty shut off valve in the basement
but he could not shut the water off outside at the curb and told me I first needed to have the water
company replace the curb shut off valve. That is when the lack of knowledgeable personnel and
effective procedures at the water company's so-called "customer service" first came to light. [
will not even address the long waits I had to even get the company to answer the phone or the
frequent times the "customer service" rep hung up on me. Sometimes, but not always, I would be
given an option to leave a number for a call back, which sometimes comes but not always.

I finally got through to the water company and requested the replacement of the curb shut off and
was first given a future date that was totally unacceptable.Then I was told it would be referred to
the "local office” but she would not provide a phone number for the “local office." The "local
office" never called me. On one of my subsequent calls [ left my number and did get a call back
from a gentleman who told me to reschedule my plumber, make an "emergency" call to the water
company and request that the water be shut off immediately. I did that and a water company
crew soon showed up but they also could not get the water shut off at the street so I had to cancel
my plumber. The water company crew referred the problem to a second crew that came out to
replace the curb shut off. That crew could not replace the curb shut off and said they would have
to refer it to a third crew which turned out to be an independent contractor,

The independent contractor showed up and dug two holes in my front yard. The water company
sent out another crew a few days later and replaced the curb shut off and also removed the water
meter from my basement and put it in the second hole that the independent contractor had dug in
my front yard. | asked the water company rep how I could continue to monitor my water usage
and he indicated I could access that information online at the water company's website. 1
assumed it would be the same website that water company field personnel use to review water
usage with the customer in the customer's home. I subsequently tried to find that website, was
unable to locate it, and called the troublesome "customer service” number. The water company
rep who answered the phone told me that information is "not available to the customer."



Sometime during this period I called the Commission to complain about the lack of response
from "customer service". 1 was basically told the Commission could really not do much about it;
which doesn't make much sense with a government-issued monopoly, but that I could fite an
"informal complaint" which I did. Nobody, not even the water company, ever called me about
my "informal complaint.” [ will come back to this point.

At that point I stopped monitoring my water usage. When in carly February I received my water
bill for the period of Jan. 9 to Feb. 6, 2024, I knew something wasn't right because it showed 210
daily average, more than three times my previous month's usage. The water company which had
moved my meter out of my basement and was denying me access to its online water data usage,
either of which would allow me to monitor it myself, obviously had not alerted me to a potential
problem so it came as a complete surprise when I received the bill.

On February 12, 2024, when I called "customer service," I was told it would be a forty-minute
wait, and was able to leave my call back number. While waiting for the call back, [ decided to
visit the company's web site. I filed an online "Leak adjustment request” but over the next few
days I also found the usage data I had called about in the fall and was told that it was "not
available to customers." Nobody ever returned my call from Feb. 12 and I've never received a
response to my Leak adjustment request". In fact during a subsequent phone conversation with
someone in "customer service" I was told she could not even find my request even though [ have
a printed Feb. 12 confirmation.

This paragraph explains what I found in the online usage data discovered between Feb, 12 and
Feb. 20. Page 2 of the attached document shows five options for the desired time period. The
first two options ,"24 Hours" and "30 days" are clearly the most important because that is the
data needed to monitor current usage and alert the customer to a potential problem. The other
information in the graph shows the last thirty day's usage by day which is the option I chose

on this particular search. The last three options are of little help in monitoring current usage and
basically repeats information already appearing on the monthly bill.

I began monitoring my usage on this website but usually received a "temporarily unavailable"
message which is shown on page I of the attached document. On February 22, I was surprised to
find the first two time period options, "24 Hours" and "30 Days," were missing. Page 3 of the
attached document which I printed on Feb. 27 shows the limited options now available

to customers. I've called "customer service" and asked at least two people for an explanation but
have yet to receive an intelligent response. I've asked that someone who is familiar with the data
to call me but don't expect that to happen.

The other problem associated with the water company data is that the Metropolitan Sewer
District (MSD) gets water usage data from Missouri American Water Company that is used to
calculate sewer charges. The quantity of water used by MSD to do the calculation is the first
quarter water usage of each of each calendar year. My first quarter water usage in 2022
according to the water company was just under 15 ccf or less than 5 ccf a month but MSD was
billing me at 7 ccf a month. Yesterday [ asked the water company to email me a copy of that
billing and today received a billing notice for $|Jjjjjj due May 2, 2022. This is obviously not a
bill for nearlyl5 ccf and when I click on "view bill" I do not get a copy of the bill but it only



takes me to the login page of the water company's web site where I'm unable to find any past

bills That is why I requested a copy of the bill in the first place. When I try to respond to the

water company email I received today, 1 get the message:
Replies to this email are not actively monitored. If you need assistance please contact us
contact us

I certainly know where that will get me.

My water usage in the first three months of 2023 never reached 4 ccf but MSD was using § ccf to
calculate my sewer charges. When I call MSD to ask about the quantity, I'm told this data comes
from the water company. When I call the water company to ask about the quantity, I get even
less information. I've been told that my inquiry has been referred to someone else at the water
company but I don't expect to ever get a call with an explanation.

These government-sanctioned monopolies are not providing adequate customer support and the
Commission is not exercising adequate oversight and this must be corrected. I may be mistaken
but I don't think MSD comes under the Commission’s jurisdiction so I will likely have to take up
the MSD fight with MSD or its Board. The water company and the data that it sends to MSD is
the Commission's responsibility, however, and I expect some action. First I want the "24 Hour"
and "30 Day" time period options made permanently available to customers on the company
website just as it was a short time ago. An option would be to allow customers to access the same
web pages available to water company field representatives if that data indeed includes the "24
Hour" and "30 Day" data. I would also like to know when the water company will likely next
appear before the Commission for a rate increase, or any other matter, and what I would nced to
do to intervene and explain these problems from a customer's perspective,

Fred James "Jim" Moriarty
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Exhibit 5

Jim Moriarty |

CS8C - ART Mailbox <AccouniResolutionTeam@amwater.com> Mon, Apr 15, 2024 at 10:08 A
To: Jim Moriarty <i

Dear Jim Moriarty,

When we review your account for an adjustment, we look back at the same time the prior year. If the usage is 2 times
higher than the same time the prior year, we then subtract the usage from the same time the prior year and then apply &
credit of 50% off the overage.

Your high usage months were September 08, 2023-October 05, 2023, and October 06, 2023-November 06, 2023,

September 08, 2023-October 05, 2023, your usage was 6,800 gallons. The same time the prior year was 5,700 galions,
The usage was not 2 times the average.

October 06, 2023-November 06, 2023 , your usage was 7,900 gallons. The same time the prior year was 6,200 gaiiors.
The usage was not 2 times the average.

Again, thanks for repairing your leak. Finding and fixing leaks saves water and money. For more tips on how to consen«¢
and save, visit us online at www.missouriamwater.com. {f you have any questions or would like to discuss the possibility ¢!
extending the payment period, please contact our Customer Service Center, Monday through Friday, 7 a.m. to 7 p.m &t i
866-430-0820.

Best Regards,
Mary
Account Resolution Team

1-866-957-2886, Ext 5647

From: Jim Moriarty W

Sent: Tuesday, April 9, :

To: CSC - ART Mallbox <AccountResolutionTeam@amwater.com>
Subject: Re:

EXTERNAL EMAIL: The Actual Sender of this email is ||| G 7hink before you clicki”.

{Ouoted text hidden)
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USAGE OVERVIEW
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AMERICAN WATER

USAGE OVERVIEW
24 Hours 05/01/24
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AM ERICAN WATER

USAGE OVERVIEW

30 Days MAY-2 - APR-3

Usage in Gallons

Usage in Gallons 79.8 118.2 87.7 . 107.9 52.6

Usage in Gallons

Usage in Gallons 106 88 93 145 72.3

Usage in Gallons 79 83.9 101.8 87.5 50.5

in Gallons 47.7 95.8 75.1 260.5 g

Usage




o Lvhibit T
Gmail | Jim Moriarty [

Water company service order
1 message

Hozie Carter <Hozie . Carter@amwater.com> Mon, May 13, 2024 at 12:58 P
To:

We checked the meter in the pit for usage, but the meter showed no usage at all, which indicated that there is no leak
currently at the property. The BP was very technical about our information system. He had detailed printouts and dates of
water usage activity at his premise he showed us the 30 day reports in the system where in the first week of every 30 day
report it shows zero usage which is not correct and he understand that but wants to know why does the system show zaro
usage for that. My partner and | have not been trained as to why this happens . The BP was very polite, but wanted to
know why this reports because this makes him feel that the system may be reporting inaccurate information. We request
that a supervisor or IT associate with more knowledge on how the system works and handles contact Mr. Jim to enlighten
him on the system works. We informed him that we will put this request in for him and document it.

This email and any files transmitted with it are confidential and intended solely for the use of the individual or entity to
whom they are addressed. If you have received this email in error, please notify the sender. Please note that any views ol
opinions presented in this email are solely those of the author and do not necessarily represent those of American Water
Works Company Inc. or its affiliates. The recipient should check this email and any attachments for the presence of
viruses. American Water accepts no liability for any damage caused by any virus transmitted by this email. American
Water Works Company Inc., 1 Water St. Camden, NJ. 08102 www.amwater.com
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FRED J. MORIARTY
For Service To:

Account Number: -

Dear Customer Moriarly:

Thank you for your request to investigate your higher than expected water bill. Your feedback is important
to us and we appreciate your bringing this issue to our attention.

We have reviewed the bill in question and conducted a visit to verify the accuracy of the meter reading
used to calculate the bill. Based on our research, the amount of water billed for 04/09/2024 to 05/08/2024
is correct. Here is a summary of our findings:

We did not detect meter movement during our visit.

Many leaks are not noliceable bul can still contribute to unexpected water use. Qur website,
www.amwater.com, includes water saving ideas and a downloadable leak detection kit to help you check
for leaks.

We understand the inconvenience that can occur when you receive a higher than expected bill. If you have
additional questions or would like to discuss a possible payment arrangement for your account, please
contact our customer service center.

We appreciate your business and the opportunily to continue serving you, your neighbors and our local
communities.

Sincerely,

Missouri American Water Customer Service

Customer Service: M-F 7amto 7pm Emergency: 24/7: 1-866-430-0820 www.missouriamwater.com



June 7, 2024
Missouri American Water Company

P.O. Box 2798
Camden, NJ 08101

To Whom it May Concern,

This week | received your letter of May 30, 2024 regarding a “request to investigate” a “higher than
expected water bill.” If | made such a request, it was likely too long ago to remember. | had hoped to
receive a phone call as follow to a May 13 service request | made to two of your representatives who
had visited my home that day and thought this letter might be an attempted follow up. | have contacted
your local office on numerous occasions regarding water usage and your online usage reporting system.
Most recently {around the first of May), | called because your online system reported that my house
used 160.2 gallons of water on April 30", about double our normal usage. The 24-Hour usage for that
same day reflected 272 gallons, 110 gallons more than the reported daily amount.

The next day (May 1%} the discrepancy was much greater in the opposite direction. The daily reported
amount was 475 gallons, aimost six times the normal usage. The 24-Hour usage for that day showed 277
gallons so the reported daily usage was about 200 gallons more (71% higher} than the reported 24-Hour
usage for the same day. These figures suggest that there is manual manipulation of the reported
quantities of water.

| called for a service representative to stop by my house to investigate and hopefully explain how the
online reporting system worked. | had made multiple telephone requests to Customer Service
representatives to have someone call me who was familiar with the workings of the online system but
had never received the requested cail. it took almost two weeks for a representative to come to my
house to follow up on this request.

Two water company representatives, Hozie Carter and a man named “Paul” visited my home on May
13", | pointed out the aforementioned discrepancies in reporting from April 30th and May 1% as well as
other obvious problems with the online reporting system. A major error that | pointed out was that the
first day of every 30-Day report shows zerc usage for the day. Hozie incorrectly reported that | said “first
week” in his “service order” but it is the first day. The two men explained that they are not familiar with
the workings of the online reporting system but would put in a request to have “a supervisor or IT
associate with more knowledge on how the system works” contact me. That contact never happened.

I have numerous questions and suggestions regarding the online water usage reporting system and
would appreciate the promised call (||l from someone familiar with the system and who can
initiate obvious corrections to the algorithins.

Jim Moriarty
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