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Get Hourly Water Usage Data

American Water <myaccouni@amwater.com> Thu, Oct 17, 2024 at 9:30 AN
Reply-To: American Water <myaccount@amwater.com>
To:

Vigw this email in your browser

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. ‘
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BENEFITS OF MONITORING WATER
USAGE

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

» Detect leaks and anomalies. Compare recent usage 1o past data to see
if there are recent spikes in usage, which may indicate a water leak or too
much water being used unexpectadly.



» 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 leaks 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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Usage Overview
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Here's an example of the consumption data overview you'll 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, AM{ 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 employees required to manually read meters

« Reduces utility truck travel and carbon emissions



* 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.

N

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 latest American Water
information. If you are not interested in receiving emails like these, please ciick on the "unsubscribe” link
at the bottom of this emall. Customers will still receive emails regarding their bili,

Our mailing addrass is:
American Water

1 Water Street
Camden, NJ 08102

. Add us to your address book

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

Want to change how you receive these emails?
You can update your preferences or unsubscribe from this list.
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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

(AM)I) does both:
. Improves customer experience; -

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

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

* Allows us to bil 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: VoL e

P



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

¢ Reduces utility truck travel and carbon emissions

e Enhances systern monitoring diagnostics that help us improve system reliability

How does AMI work? An AMI system uses small radio devices to periodically transmit low-
power radio signals from customer water meters to recenver‘:_ mounted on water tanks or

utility poles. The radio signals are transmmed mrelusdy over a Gedicated communication
channel, The technology ehminates the need for manua! meter readmg

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

Accurate and efficient, AMI technolagy:

* Lays the groundwork for better information about water usage patterns. The information
will help enhance our abimy to engineer and update our water system. Ultimately, data
will become avallable to customers to help improve their ability to manage their water
assie, L e B T et

« Sustains and enhances our ability to accurately measure water usage, regardless of
weather conditions. ' o

* 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 AML. The installation A
process takes about an hour and your home water service will not be interrupted. Our crews

or contractor partners will instail these meter upgrades and leave a doorhanger when the job

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 S&ivice 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 compiete 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. ), [o bl
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if your meter is scheduled for replacement. Missouri American Water also has an ongoing
program to replace residential 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 bill.

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 Setvice Representatives are available
from 7:00 a.m. to 7:00 p.m. Monday through Friday to answer your questions.

MyWater >



|b Contact Us >
) careers >

. American Water Sites >
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__SeptemberBilling | _i_Approx. Octaber Billing : i heprox.
Original | Adjust % | Corr. | Original | Adjust | . % Corr.
Usage | Usage | DIff. DIff. | Date Date | Usage | Usage | Diff. | Diff. Date
9-Aug' 1583 | 1583 |
10-Avug; 104.2 8-Sep
- 11-Aug| 1722 9-Sep
i 12-Avg 954 __10Sep
» 13-Aug 11-Sep
} T " - 12Sep
— L. A35ep
14 Sep
15-5ep
16-Sep|
i 17-Sep
- B } ‘ 17 18-Sep
I _2l-Aug 2313 189 2% 19Sep
B [ 22-Aug. 1517 364 -240%  205ep
244t} -46.0% | 22-Aug 23-Augi 1385 o
25-Jul -28.6% | 23-Aug [y 24-Avg 1018 @ 1018 | O _ -
26-tul | 25-Aug 1696 : 1696 | O | |
27-Jul R 26-Aug] 1262 | 126.2 | 0 i
~28-ul -6.9% | 26-Aug 27-Aug| 2385 | 2385 | 0 o
29-u1 -16.6% ;| 27-Aug ~ 28-Aug| 2494 124 | -50% | 26Sep
30-Julf 29-Aug| 1115 166 | -14.9% © 27-Sep
31-jul -11.5% | 29-Aug 30-Aug! 197.9 '
1-Aug -43.2% | 30-Aug 31-Augl 715
2-Aug 1-Sep: 109.1 ~30-Sep
3-Aug SV D _2Sep; 1032 2-Oct
4-Aug -82% | 2-Sep 3Sep. 861 _3-0ct
5-Aug -76.7% 3-Sep 4-Sep . 4-0ct
6-Augi -5.0% 4-Sep 5-5ep 5-Oct
7-Aug 1_-13.9% | 5Sep 6-Sep 5-0ct
8-Aug | 17.0% ; GSep i 7Sep _ 60a
S O .. 9%Sep 101
| 10Sep
Count H
Tatal otal
Count |
Avg !




November Billing e |2 AERIOX. " DecemberBiling _Approx.
Original | Adjust % | cor. | Original | Adjust %L Core

Date Usage | Usage DIff. DIff. Date i Usege  DIff,. 0. : Date
11Sep| ;862 | 8.2 | O 7 fl2a% i 7-Nov
12-5ep| 156.3 | 156.3 0 12.6% . 8-Nov
| 13Sep| ®m2 | 82 | O 169% | _ 9-Nov
" 14-Sep| 853 85.3 0 | -44% | 10-Nov
15-Sep;. -4.8% 11-Nov
16-Sep -12.2% -24.5% 1 12-Nov
_ -13.0% -21.1% 13-Nov
7 11.0% 14-Nov
15 o
. 16-Nov
{ 17-Nov
i 18Nov
| 19-Nov
110% ;| 20-Nov
-15.8% 25% ° 21-Noy|

-33.8% : _
-20.3% -Oct 2 A0% | 23-Nov)
e o s
97% | 82% | 25-Nov
15.7% 34.9% | 26-Nov
-12.3% -103% . 27-Nov
2.9% | 31 -445% i 28-Novj

| -163% | -15.7%  29-Nov

-14.8% | -14.1% :  30-Nov

-10.8%
-3.1% |

- 13.0% - 1Dec

-6.0% ) 2-Dec
-11.4% |

11.2% |

1 _oleS% .

Total
Count

Avg




JanvaryBitling 1 | AppIOX. L
~Joriginal| Adiust | % | cow || i
Date | Usage | U Diff. | Diff. | Date @ %
7-Novi 1240 -s59 |-451%  6Deci
8-Novi* 103.3 -44.8 [-43.4%;  7-Dec : i
___S-Nov| 134.4 _1-53%[  &Dec ; f
10-Nov| 835 C1110%|  9-Dec
_11-Novi 1022 91 . -89% |  10-Dec e
~ 12-Nov| 109.0 223 |-205% | i
13-Nov| 139.0 203 [-14.6%] '
| 1&Nov| G54 128 [-19.6%  13-Dec; o _
15:Nov| 797 06 13.3%|  14ec ;
16-Novi 477 & 97 |-203% ‘ | L
_17-Novi 868 9.2 |[-10.6% : o
18-Nov| 1523 63 | A%
19-Novi 562 117 1-208%) R
20-Nov| 53.5 5.8 | -10.8% -
| 21-Nov| 60.5 134 | -221% ]
22-Nov| 746 74 | -9.9% i o

10.5% |

ori-no update’
!

25-Nov] 911 9.4% | 24-Deci
26-Nov |-18.2%:  25-Dec ‘ T
27-Nov| 87% | 26-Dec] ]
_.28:Nov -40.3%,  27-Dec!
29-Nov| -10.8%




DEC-25 - NOV-26

152.5

Usage in Gallons 4.5 147.1 68,9 40.8

Usage in Gallons 111.1 739 70.4 122 82.8

ALZE: %

Usage in Gallons 113.8 106.9 97.6 G54 756

Usage in Gallons




AMETICAN WATIR

USAGE OVERVIEW
30 Days DEC-26 - NOV-27

Usage in Gallons 1415 1M1.8 719 677 1652.5

Usage in Gallons 70.6 74.3 1471 8.9 67.5

Usage in Gallons 40.8 111.1 73.9 70.4 122

Usage in Gallobs 82.8 443 64 151.6 247

Usage in Gallons 124 113.8 106.8 576 95h.4

Usage in Gallons
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WELCOME, NEW CUSTOMERS

Welcome to Missouri American Water! We fook 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 reliable wastewater service. Serving you is a
responsibility we take very seriously.

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

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

Click here to view our Customer Rights and Responsibilities information.

MyWater

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

\/E,’View 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 Conunission sent this email but let me try to explain the big picture.

When I filed my informal complaint about Missouri American Water with the Commission last
fall, T had two plumbing problems that 1 knew about: a faulty toilet fill valve 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 becante very concemed 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 an having
difficulty monitoring my water usage for reasons will soon explain. My water usage following
all the repairs and my constant attention was just 64 gallons per day during the period 12/7/23 to
1/8/24.

1 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 ta 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 1 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 I feft 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 o 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. 1 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 1 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 monapoly, but that I could file 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 1 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 ta a potential
problem 50 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, I 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 1 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 Houts" and "30 days" arc 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 [ of the attached document. On February 22, T was surprised to
find the first two time period options, "24 Hours" and “30 Days," were missing. Page 3 of the
attached document which 1 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 wha 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 ccfa 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 S|Jjj 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, I 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 § ccfto
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 | 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
weh pages available to water company field representatives if that data indeed includes the "24
Hour" and 30 Day" data. | would also like to know when the water company will likely next
appenr 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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i Gmail Jim Worlarty I
C8C - ART Mailbox <AccouniResolution Tearm@amwaler.com> Mon, Apr:18, 2024 at 10:08 A

To: dim Morlarty <i

Dear Jim Moriarly,

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 lime the prior year and then apply &
credit o1 50% off the overage.

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

September 08, 2023-Cclober 05, 2023, your usage was 6,800 gallons. The same time the prior year was 5,700 gafions,
The usage was riot 2 times the average.

October 08, 2023-November 08, 2023 , your usage was 7,900 gallons. The same time the prior year was 6,200 galiors.
The usage was not 2 imes the average,

Again, thanks for repairing your leak. Finding and fixing leaks saves water and money. For more tips on how to consenc
and save, visit us oniine at www.missouriamwater.com, If 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 proat &
866-430-0820. .

Best Regards,
Mary
Account Resolution Team

1-866-957-2886, Ext 5647

From: Jim Moriarly W
Sent: Tussday, April B, 2024 9:
To: CSC - ART Mallbox <AccountResolutionTeam@amwater.coms

Sublest: Re: [

EXTERNAL EMAIL: The Actual Sender of this erail is || N ' 7hink before you click!™.

{Qtioted axt hidden)



AMERICAN WATER

USAGE OVERVIEW
24 Hours , 04/30/24
11PM  10PM  9PM  8PM TPM G6PM _ 5PM

Usage in Gallons 7 oy 1 3 32 32 38 34

1PM 12PM 11AM  10AM  9AM

Usage in Gallons Q 5 2 7 4] 0 4 3

8 AM CBAM  5AM  4AM 3 AM

Usage in Gallons 8 1 6 2 2 0 0 0

24 Hours - Graph
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AMERICAN WATER

USAGE OVERVIEW
24 Hours 05/01/24

_12AM  11PM  10PM  9PM__ 8PM _ 7PM __ 6PM- SPM "

Usage in Gallons. 0 0 0 1 1 0 6 0

3PM 2PM 1PM 12PM 11 AM

Usage in Gallons 2 1 0 0 9 2 8 26

g AM 7AM 6 AM 5 AM 4 AM

Usage in Gallons 36 K3 35 33 Co27 30 29 0

24 Hours - Graph
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AM ERICAN WATER

USAGE OVERVIEW
MAY-2 - APR-3

APR-30 APR-28

Usage in Gallons -~~~ &7

APR-25 AFR-24 APR-23 .« -

Usage in Galions

APR-20 APR-18

Usage in Gallons

 APR-16 APR-15 . APR-13

Usage in Gallons

APR-11

Usage in Gallons

Usage in Gallons
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M Gmail A Jim Moriarty [

Water company service order
1 message

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

We chatked the meter in the pil for usage, but the meter shocwed nousage at all, which indicated that thers Is no leak
currently at the property. The BP was very technical about our information system. He had detailed printouts and dates of
waler usage aclivily 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 zeru
usage for that. My pariner and | have not been trained as to why this happens . The BP was very polite, but wanted to
know why this reporis because this makes him feel that the system may be reporling Inaccurate information. We request
that a supervisor or IT associate with more knowledge on how the system works and handles cantact Mr. Jim to enlighten
him on the sysiem works: We informed him that we will put this request in for him and document it.

This email and any flles transmitled with it are confidential and intended solely for the use of the individual or entity fo
whom they are addressed. if you have received this emall in error, please notify the sender. Please note that any views o1
opinions presented in this email are solely these of the author and do not necessarily represent those of American Water
Works Company Inc. or is affiliates. The reciplent should check this email and any aitachments for the presence of
viruses. American Waler 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.amwaler.com
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AMERICAN WATER

£.0, Box 2798, Camden, N1 081UL 0513012024
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CO4H1E Y AB 544 L3 CO4B 181005508 14 0 1 VEIUIA 003
FRED J, MOBRIARTY
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Dear Customer Mortarly:

Thank you for your request {o investigate your higher than expected water bil. Your feedback is important
to us and we appreciate your biinging this issue to ourattention,

We have reviewed the bill in question and conducted a visit to verify the accuracy of the meter reading
used to cajculate the bill. Based on our research, the amount of waler billed for 04/08/2024 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 siill conlribule to unexpected water use. Our 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 accotint, please
contact our customer service center.

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

Sincerely,

Missouri American Water Cuslomer Service

Customer Service: M-F 7amto 7pm Emergency: 24/7: 1-866-430-0820 www.missouriamwater.com
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. hune 7,2024
Missoliri American Water Company

P.0. Box 2798
Camden, NJ 0B101

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 galions 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 discrepa ncy was much greater in the opposite direction. The daily reported
amount was 475 galtons, almost 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,

I.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 call, it took almost two weeks for a representative to come tomy
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 abvious problems with the online reporting system. A major error that | pointed out was that the
first day of every 30-Day report shows zero 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.

1 have numerous questions and suggestions regarding the online water usage reporting systemand
would appreciate the promised call ([ from someone familiar with the system and who can
inftiate obvious corrections to the algorithms.

Jim Moriarty
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