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Proceedi ngs began at 9:00 a. m:

JUDGE WALKER:  Ckay. It's August 28th,
2025. This is a hearing in the Mssouri Public
Servi ce Conmi ssion Case WC-2025-0204, JimMoriarty,
conpl ai nant versus M ssouri-Anmerican Water Conpany as
the respondent. It's 9:00 a.m

|''m Karolin Wal ker, the regulatory | aw
j udge assigned to the case before the conmm ssion.
The court reporter, Sherry [sic] Bartels, is here and
she will be recording the case.

So as | start, | would like to record
entry of appearances for the record. The
conpl ainant, M. Mriarty, can you please state your
name for the record. You don't have to give your
address or any other information because that
i nformation is not public unless you choose to neke
It so.

MR. MORI ARTY: Fred Janes Moriarty. |
live in suburbs of St. Louis. [|'mthe conpl ai nant.

JUDGE WALKER: Thank you. Staff counsel.

M5. KERR: Carolyn Kerr, Staff counsel
here for the Public Service Conm ssion.

JUDGE WALKER: M ssouri - Areri can \Wat er
Conpany.

MR, COOPER:  Yes, your Honor. Dean
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Cooper fromthe |aw firm Brydon Swearengen & Engl and,
PC as well as Jennifer Coleman from M ssouri-Anmerican
Wat er Conpany appearing on behalf of the Conpany.

JUDGE WALKER:  Ckay. Wl cone, everyone.
We're going to start with opening statenents.
M. Mriarty, as the conplainant you get to go first,
and this is your opportunity to tell the Comm ssion
what your case is about, not to testify; you'll have
to an opportunity to do that in a few mnutes. |
understand that you want to stay at your desk to
speak, and that is perfectly acceptable.

MR, MORI ARTY: If | may.

JUDGE WALKER:  Absol utely.

MR MORI ARTY: Thank you.

JUDCGE WALKER: So go ahead and nmke your
openi ng statenent to |ay out your case.

M5. MARTIN.  Judge Wal ker, Anna Martin

fromthe Ofice of Public Counsel is al so here.

JUDGE WALKER: | am so sorry.

M5. MARTIN:. It's okay. | just wanted to
make sure that that was on the record.

JUDGE WVALKER: | do too. M. Moriarty,
go ahead.

MR. MORI ARTY: | |earned nore about the

MyWat er application fromthe conpany witness in the
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rate case than | have through ny calls to custoner
service or the answer to the conplaint or the Staff
report, even though the witness in the rate case said
the Conpany felt it not the appropriate venue to hear
t he pleadings in ny conplaint.

The Conpany expl anation of al ways
negati ve adjustnents in the 30-days report is still
nmy primary goal here. And if that's not provided, |
still feel they should refund all custoners that
experi enced those negative adjustnents on the 30-day
report.

| don't think the MyWater application is
a good tool fromthe custoner's point of viewto
manage wat er usage or to verify billing accuracy.
It's not independent of the My -- of the billing
system so we need an alternative and we need an
alternative to the neter pit. | haven't been able to
read ny pit in over a week -- ny neter in the pit for
over a week because of ny recent accident.

| have one request that | hope the
Conpany and Staff wll agree to and that is that the
Conpany w tnesses go before the Staff w tness because
it could mnimze the nunber of questions | have to
ask today. In fact, |I -- in ny opinion the Staff

report may have been unnecessary if the answer to the
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conpl ai nt woul d have addressed the issues in the
conplaint and I m ght have agreed to nedi ation and
avoid this hearing today. Thank you.

JUDGE WALKER: Ckay. Staff counsel,
openi ng statenents. OCh, are there any questions from
t he bench? Conm ssioner Hahn is joining us.

Comm ssioner Mtchell is on |ine.

COW SSI ONER KOLKMEYER:  Judge, this is
Comm ssi oner Kol kneyer, | amonline too as well.

JUDCGE WALKER: Al'l right. Thank you.

M5. KERR: Thank you. Good norning. My
it please the Commssion. M nane is Carolyn Kerr.
|"man attorney with the Staff counsel's office with
the M ssouri Public Service Comm ssion.

This case boils dowmn to M. Miriarty's
troubl es using and interacting wwth M ssouri-Anmerican
Wat er Conpany or MAWC s custoner interface portal,
MyWat er, and whet her MAWC has nade changes or
nodi fications to the portal which would allow him
access to the informati on he seeks about his water
usage at his hone. He also has concerns regarding
his nmeter readings, |eak adjustnent request, his
net er readi ng noved, and the Conpany's custoner
service's ability to respond to his questions

regardi ng the MyWater portal.
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M. Mriarty alleges violations of
several sections of 20 CSR 4240-13 related to MAWC s
service and billing practices for residential
custoners. Upon receiving his conplaint, Staff spoke
to M. Miriarty and issued several data requests to
t he Conpany. There were conmmuni cations between Staff
and the Conpany as well. M. Mriarty and MAWC have
been dealing with this issues -- these issues for at
| east two years and both sides would |ike sone
resol ution of the issues.

M. Moriarty alleges violations
of five regulations by MAWC, specifically
20 CSR 4240-13.025(1)(a) dealing with billing
adj ustnents and 13. 0401. 0402(a), .0403(g), and .0405
dealing with inquiries. Staff included in its report
that MAWC has not violated any of the regulations
cited or alleged by M. Mriarty. Staff does note,
however, that MAWC has nade quite a few internal
changes to correct usage display errors on MyWater
identified by M. Mriarty. It is Staff's
understanding that MAWC i ntends to inplenent further
nodi fications to the portal to benefit its custoners.

A thorough expl anati on of the
I nvestigation and reasoni ng behind the Staff's

conclusion is found in the staff report which has
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been marked as an exhibit and will be -- was prepared
by Lisa Stockman. She's here to testify on behalf of
Staff and can answers questions regardi ng her
I nvestigati on and subsequent report as necessary.
Thank you.

JUDGE WALKER: Thank you. M ssouri -
Anerican Water? Do we have any questions fromthe
bench first?

MR COOPER | take it OPC has no opening
st at enent ?

M5. MARTIN. The OPC does not have an
opening statenent at this tine. Thank you.

MR. COOPER We do have sone slides that
Ms. Col eman's going to pass out.

Good norning. Dean Cooper appearing for
M ssouri - Anmeri can Water Conpany. As Staff referenced
a conplaint case is really a statutory-driven
process. |It's for the purpose of determ ni ng whether
there's been a violation of statute, rule, order, or
tariff. M. Mriarty's conplaint specifies five
comm ssion rules or portions of rules he all eges MVAWC
has violated. As I'lIl address specifically |ater,
MAWC t akes the position that there has been no such
violation in this case.

Havi ng said this, nmuch of the discussion

888-893-3767 Lexitas operates in all 50 states and is licensed where required. LEXITAS
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and the testinony and indeed M. Mriarty's opening
is about the MyWater application. The slide on the
board right now provides a snapshot of what custoners
see when they log into MyWater.

MyWater's an internet application that
al lows the custoner to make a paynent, view current
and past bills, and enroll in or stop autopay and
paperless billing. They can also submt service
requests including nove-ins, nove-outs, and
establishing new service. M/MWater allows custoners
to report water quality concerns, damage, or
energencies and to create a service order. Custoners
can al so manage their accounts by resetting
passwor ds, updating phone nunbers and enail
addresses, and setting alert notification
preferences. Further, they can add authorized users,
enrol |l in paynent assistance prograns, install nent
pl ans, or budget billing through M/Water.

As alluded to again previously, the
MyWat er di scussion here primarily revol ves around the
usage charts that were first inplenented in Decenber
of 2023 for those custoners that had AM neters then
and of course for those that |ater received AM
neters. And there are many custoners in M ssouri

that still do not have AM nmeters, so for those
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custoners that -- that obtain AM neters in the
future.

The usage display feature of the My/Water
system continues to be refined and i nproved.
M ssouri-Anmerican Wtness Tarcza discusses in his
testinony and will discuss in his rebuttal changes
t hat have been made over the | ast year and wll be
made soon to attenpt to provide custoners with the
best information the Conpany can w thin technol ogi cal
limtations. That process is expected to continue
going forward, and a list of many of those recent
I nprovenents can be found on this slide.

As nentioned by Wtness Tarcza sone of
t hese changes have been a direct result of coments
made by M. Moriarty and conmuni cati ons and
di scussi ons that have been had with him \Wile I'd
certainly rather not be trying a conpl aint case
t oday, the Conpany's conversations and interactions
with M. Mriarty have resulted i n enhancenents that
shoul d benefit all custonmers. M. Mriarty has been
particularly consistent wwth his review of the data
in Mf\\Water as it relates to his usage display and has
provi ded sone observations the conpany has not
received from any other custoners.

Now, M. Moriarty also nentioned the rate

888-893-3767 Lexitas operates in all 50 states and is licensed where required. LEXITAS
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case that was conpleted recently, WR-2024-0320. And
he's correct that the MyWater application and sort of
ina--inarelated way his later-to-be-filed
conplaint was a subject in that rate case. You may
remenber that as a part of one of the stipulations
and agreenents in that case, M ssouri-Anerican agreed
to provide a presentation to the Staff and OPC
regardi ng the MyWater status and inprovenents. And
that neeting took place on August 1l1lth. It also
agreed to provide a report to the Comm ssion as a
follow up within the rate case within 30 days after
that nmeeting, so that will be done by Septenber 10t h.
And the Conpany further agreed to discuss the M/Water
status and i nprovenents on an ongoing basis inits
quarterly neetings with Staff and OPC. So t hat
regardl ess of what we do today, regardl ess of what
happens in that case, that wll continue.

VWiile MyWater is useful for many
purposes, it is inportant to note that it is not a
billing system AM information is sent to the
billing application separately fromthe M/Water
application. Thus, while the M/Water application
di spl ay can and at | east hopefully be useful to the
custoner, it does not inpact bills that are sent to

the custoner. Monthly bills are devel oped based on
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only two neter readings, the ending read fromthe
prior nonth and the ending read fromthe current
nmonth. The earlier read is subtracted fromthe nore
recent read to determ ne volunes to be billed. There
I's sonme rounding that exists in that process.

We think it can be helpful to think about
the neter reading as simlar, for purposes of
billing, as simlar to the odoneter on a car. |It's
never reset to zero and continues to record the
vol unme of water flow ng through it as an ever-grow ng
nunber. So, for exanple, if I"mcurious as to the
ampunt of mles | drive in ny car on a nonthly basis,
as long as | check the odoneter at the begi nning of
the nonth and check the odoneter at the end of the
nonth, | can determ ne that nunber of mles for that
months. Now, | may be curious, | may want to know
how much | drive in between so | can check the
odoneter each day and conpute the m | eage for that
day. However, again, at the end of the nonth, even
if I didn't record the daily m | eage for one day, |
still know how many total mles | drove that nonth by
subtracting the begi nning odoneter reading fromthe
endi ng odonet er reading.

The Conpany's data transfer process is

denonstrated on the slide you see on the screen. It

888-893-3767 Lexitas operates in all 50 states and is licensed where required. LEXITAS
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starts at the neter and continues to the red square.
And I et nme say during that portion of the data
transfer process, it is a cellular transm ssion, so
it's dependent upon the cellular network and -- and
that transm ssion being conpleted. At the red
square, that represents the data the conpany receives
from each manufacturer's head-end system at the
Conpany's data collection point. The data is then
distributed to the MyWater application, the billing
system and for other uses such as the
statutorily-required sharing of data that M ssouri -
Anerican nust do with MSD.

| mentioned earlier there are five
comm ssion rule violations alleged in the conpl aint.
The first of those is, and all these are in
chapter 13 of the comm ssion rules, but 13.0251(a)
addresses billing errors and what is to be done in
the event of an overcharge. W certainly believe
there are no billing errors shown in this case.
Billing is separate fromthe M/Water display. The
meter readings for M. Miriarty's account match the
anounts he has been billed after truncation to the
near est hundred gall ons of usage.

The second alleged rule violation

Is 13.04 -- 0401 which provides, The utility shall

888-893-3767 Lexitas operates in all 50 states and is licensed where required. LEXITAS
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adopt procedures which shall ensure the pronpt
recei pt through investigation and, where possi bl e,
mut ual Iy acceptabl e resolution of custoner inquiries.

The conpany has a call center that is
avail able to its custoners. Those inquiries are
typically handl ed by custoner care agents. |If that
CCA is unable to resolve or address the inquiry to
the custoner's satisfaction, MAW has a call
escal ation process that allows the CCAto followthe
process, which includes directing the conpany [sic]
to a supervisor. The conpany al so has an account
resol ution teamthat handl es conplaints and inquiries
that are not resolved by the CCA. | would say
further in April of 2025, the CCAs and supervisors
recei ved additional guidance on appropriate
escal ation of conplaints related specifically to
MyWat er, including access to individuals with IT
background to assist in resolving any issues. So,
does that work? It doesn't. | nean, we're standing
here today. It doesn't work in every instance, but
it works in many instances and there is a process for
dealing with those sorts of inquiry.

The third alleged rule violation which
Is 13.0402(a) provides, That a utility shall

establ i sh personnel procedures which ensure that at
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all times during normal business hours, qualified
personnel shall be avail able and prepared to receive
and respond to all custoner inquires, service
requests, safety concerns, and conpl aints.

The Conpany's call center is staffed
Monday through Friday, 7:00 a.m to 7:00 p.m for
custoner concerns. Custoners can call 24 hours a day
for emergencies such as where the water is off or
wat er i s | eaking.

The fourth alleged violation is
13. 0403(g) which provides, That a utility shall
prepare in witten forminformation in plain | anguage
summari zing rights and responsibilities and an
expl anati on of the neter reading procedures.

The conpany has a witten custoner rights
and responsi bilities docunent it shares wth new
custoners. This docunent is also available on the
Conpany's website. The conpany has a docunent titled
How to Read Your Water Meter. It provides a witten
description of the process for different water neters
the conpany utilizes, of which there are three |
bel i eve, Aclara, Neptune, and Badger. This can also
be found on the website.

The final rule violation alleged

Is 13.0405 which provides, The utility nust maintain

888-893-3767 Lexitas operates in all 50 states and is licensed where required. LEXITAS
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certain records for at |east two years.

Those specified records are paynent
performance of each of its custoners for each billing
peri od, nunber of general description of conplaints
registered wwth the utility, nunber of settlenent
agreenents made by the utility, the actual nunber of
di sconti nuances of service due to four |isted
categories, actual nunber of reconnections, and
actual nunmber of -- and anmounts of refunds of
deposits. MAWC does nmaintain such records for at
| east two years.

This slide provides a high-level tineline
of MAWC s interactions with M. Mriarty starting
with the Novenber of 2023 contacts through the filing
of formal conplaint and a few subsequent actions this
year.

Now, as you probably heard in the
statenent of appearances for us, our appearance of
counsel, al so appearing on behalf of M ssouri -
Anerican today will be Ms. Jennifer Col eman.

Ms. Col eman is an in-house counsel for M ssouri -
Anerican's offices here in Jefferson Cty. She
started with the conpany in January of 2025. She has
been |icensed to practice by North Carolina and as of

July of 2025, she has conpleted the process to al so
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be licensed in Mssouri. She has previous
utility-related experience in her enploynent with
Tucson El ectric Power Conpany and Pro-Energy
Services, LLC. And as you would guess, this wll be
her first appearance before the M ssouri Public
Servi ce Comm ssi on.

M ssouri-Anmerican wll present two
W t nesses today: M. Paul Ebbel er and Derek Tarcza
who | nentioned previously. M. Ebbeler is senior
manager operations services which includes
responsibility for a variety of functions to include
nmet er operations and custoner experience. Paul is
With us in the hearing roomtoday.

M. Tarcza is senior manager of custoner
di gital products and i nnovati on which, anong ot her
things, neans he is intimately famliar wth the
MyWat er application. As you -- as you probably are
aware, M. Tarcza is on a famly trip to Spain for a
relative's graduation and is currently | ocated
about 20 m nutes south of Barcelona. W' ve tested
hi s connection yesterday and this norning. He is
online, and we believe he'll be able to appear nicely
by Webex for his testinony. However, if sonething
should go wong with that connection, we have in the

hearing room M. Matthew Prine who is vice president
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and chief custoner officer for American Water, and
M. Prine would, in that situation, adopt
M. Tarcza's testinony and take the stand.

|"d just nention that both M. Tarcza and
M. Ebbel er have interacted with M. Mriarty in the
past and provide testinony regarding the issues
descri bed.

And that's all that |I have. |If there are
any questions, we can answer.

JUDCGE WALKER: Are there any conm ssi on
guestions?

MR. COOPER  Thank you.

JUDCGE WALKER: Hearing none, we wll
proceed to testinmony. M. Mriarty, let ne swear you
In.

(Wtness sworn.)

JI'M MORI ARTY,
the w tness, having been first duly sworn,
testified as foll ows:

JUDGE WALKER: Go ahead.

M5. KERR: Sorry. Before we start, could
we decide how we're going to do exhibits?

JUDCGE WALKER:  Well, | was just going to
mark them as you -- as you enter them

M5. KERR: As we enter them kay.

888-893-3767 Lexitas operates in all 50 states and is licensed where required. LEXITAS
www.lexitaslegal.com Nevada Registration #116F - California Firm Registration #179




© 00 N oo o b~ w N B

N N NN NN B B R R R R R R R
o A W N P O © 0 N O U0 M W N B O

Transcript of Proceedings

August 28, 2025 Page 19

Thank you.

JUDGE WALKER: Did you have a different
procedure you would |ike?

M5. KERR: No. No. | just wanted to
make sure.

JUDGE WALKER:  Ckay.

M5. KERR: Okay. Thank you.

JUDGE WALKER: M. Moriarty, go ahead.

MR, MORIARTY: | prefiled nmy testinony,
so |''mopen to questions.

JUDGE WVALKER:  Okay. M. Moriarty, |I'm
going to ask you a couple questions to make sure that
your testinony is properly admtted.

MR. MORI ARTY: COkay.

QUESTI ONS

BY JUDCGE WALKER:

Q Ckay. Did you file or cause to file your
prefiled testinony?

A | did.

Q Were the answers true and accurate at the
time you filed the testinony?

A They were.

Q If | were to ask you the sane questions
t oday, would your answers be the sane or

substantially simlar?
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A Yes.

Q Ckay. Wuld you like this testinony
admtted into the record?

A | woul d.

JUDGE WALKER:  All right. W're going to
file that as Exhibit No. 1 offered by M. Moriarty.
Are there any objections? It will be received and
adm tt ed.

(Conpl ai nant Exhibit was 1 admtted and
made a part of the record.)

JUDGE WVALKER: M. Moriarty, do you have
anything to add to your testinony?

MR, MORI ARTY: Only that | continue to
see problens with the MyWater application, and |
woul d probably cover those during cross-exam nation
of the Conpany w tnesses.

JUDGE WALKER: |s there any
cross-exam nation? Staff?

M5. KERR: No questions at this tine.

JUDGE WALKER: O fice of Public Counsel ?

M5. MARTIN: No questions.

JUDGE WALKER: M ssouri - Aneri can Water

Conmpany?
MR. COOPER:  No questi on.
JUDGE WALKER: Questions fromthe
888-893-3767 Lexitas operates in all 50 states and is licensed where required. LEXITAS
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Comm ssion? GCkay. Hearing none, we will continue.
|"mgoing to let the parties decide. M. Mriarty
has asked that you go out of order. |I'magoing to |et
you all decide if that's okay wth you or not.

M5. KERR  That's fine.

MR. COOPER We're okay with that then.

M5. KERR:  Yeah, that's fine.

JUDGE WALKER: Ckay. The parties all
acceding to that order, let's proceed.

MR. COOPER  Ckay. M ssouri-Anerican
woul d call M. Paul Ebbeler to the stand.

JUDGE WALKER: M. Ebbel er, can you raise
ri ght hand.

(Wtness sworn.)

PAUL EBBELER,
the w tness, having been first duly sworn,

testified as foll ows:

JUDCGE WALKER: Ckay. You nmay proceed.

MR, MORIARTY: Am | up first?

MR COOPER No, I -- I"'msorry,
M. Mriarty. | was delayed in doing what | need to
do here, so.

DI RECT EXAM NATI ON

BY MR COOPER

Q M. Ebbel er, would you state your nane and
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spell it for the court reporter.

A Paul Ebbel er, E-b-b-e-l-e-r.

Q And by whom are you enpl oyed and i n what
capacity?

A. M ssouri-Anmerican Water. |'m senior

manager for operational services.
Q Have you caused to be prepared for
pur poses of this case certain direct testinony in
guesti on- and- answer fornf
A Yes, | have.
MR. COOPER  Your Honor, we would, |
assune, mark that as Exhibit 2 for identification.
JUDGE WALKER: So nmmar ked.
BY MR COOPER
Q Ckay. M. Ebbeler, if | were to ask you
the questions contained in Exhibit 2 today, would
your answers be the sane?
A Yes.
Q Are they true and correct to the best of
your information, know edge, and belief?
A. Yes.
MR. COOPER At this tinme, your Honor, |
woul d of fer Exhibit 2 into evidence.
JUDGE WALKER:  Any obj ections? Hearing

none, it wll be received.
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(Conpany Exhibit 2 was admtted and nade
a part of the record.)

MR. COOPER  Pursuant to the Comm ssion's
order, we have sone rebuttal from M. Ebbeler that |
woul d go through next if that's acceptable.

JUDGE WALKER: That is acceptabl e.

BY MR COOPER

Q M. Ebbeler, in M. Mriarty's direct
testi nony he suggests that there is a potential for
refunds that could result fromthe M/Water
application lowering gallons on the 29th day. It was
referenced in his conplaint; it was al so referenced
today for that matter. |s that My/Water usage displ ay
connected to custoner bills sent by the conpany?

A No, it is not.

Q VWhat is the source of reads for the bills
sent by the conpany?

A It i1s our neter data managenent system
whi ch may be referred to as CAE.

Q And for the purpose of billing, what reads
are significant?

A. There's a read that's obtained at the tine
or the neter read date for a particular nonth. That
read is conpared to the read that we obtained the

prior nonth. Calculating the difference between
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those two is the usage, simlar to the odoneter
exanpl e you nentioned read to read.

Q And those reads are not pulled fromthe
MyWat er application, are they?

A. That is correct, they are not.

MR. COOPER  Your Honor, | want to mark an
exhibit. This wll be Exhibit 3 | guess, and it was
on our |ist of exhibits described as custoner bill
reads conpared to AM neter reads. These are
M. Mriarty's -- or is M. Mriarty's data, so the
exhi bit has been marked as confidential .

BY MR COOPER

Q M . Ebbeler, do you have before you what's
been marked as Exhibit 2 for identification?
A Yes, | do.
JUDGE WALKER: | think you nean 3.

MR COOPER OCh, I'msorry. Thank you,
your Honor.

BY MR COOPER

Q M . Ebbeler, do you have before you what's
been marked as Exhibit 3 for identification?
A. Yes, | do.
Q Do you recogni ze this docunent?
A Yes, | do.
Q What is i1t?
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A. This is a conparison of the neter readings
used for billing and the neter reads obtained from
our AM head-end system

Q s it your head-end system or is it that

of the neter manufacturer?

A. From the neter manufacturer's head-end
syst em

Q Ckay. Was this docunent prepared by you?

A. Yes, it was.

Q To the left there is a series of colunns

under the title Billing Meter Reading Data. Tell ne
what that is.

A Each line shows the neter read date that
was used for billing. So, for exanple, the top
line, 8/5 that was the neter reading date we used
for billing in August. And the neter read was 1513
which is what is on his bill.

Q Ckay. Let's kind of stay away fromthe
particul ar nunbers | guess for the tine being here.

In that same set of columms there are sone
hori zontal lines that are marked in or shaded in

gray. Wiat's represented by those |ines?

A Those are neter readi ngs that we obtained
between bill cycles. So they weren't used for
billing because they were obtai ned between or during
888-893-3767 Lexitas operates in all 50 states and is licensed where required. LEXITAS
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his nmeter read peri od.

Q And woul d they have represented at | east
i n sone cases actual viewing of the neter itself?

A. Yes.

Q And is that the reason for the, under
Met er Readi ng Reason, nobst of these are 01 and those
are 10 or 10. |Is that what's represented by that
nmeter reading reason?

A Yes. In our -- in our systemthat's
represented as a service order read.

Q To the right side of the docunent it says,
AM Readi ng Data over a series of colums. Wat's
represented on that side of the sheet?

A That is the first read we obtai ned on each
of those days and the | ast read we obtained on each
of those days.

Q Now, on the follow ng pages there's sone
other information represented. What are on those

foll ow ng pages?

A This is the August bill that we sent to
M. Moriarty.
Q What, if anything, after you conpl eted

this exercise, did you conclude fromyour review?
A On the third page of the bill shows the

meter read dates and the nmeter reads, so | concl uded
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that they matched the neter reads that we had
obt ai ned on those days.
Q Did -- was that true of the other bills
that you reviewed as a part of this process?
A. Yes, it was.
MR. COOPER  Your Honor, at this tine |I'd
like to offer Exhibit 3 into evidence.
JUDGE WALKER:  Any obj ections? Hearing
none, it will be admtted.
(Conpany Exhibit 3 was admtted and nade
a part of the record.)
BY MR COOPER
Q Now, M. Moriarty suggested that water
gquantities in MyWater or shown in MyWater are
downstream of the billing system Do you agree with

this characterizati on?

A. No, | do not.
Q How woul d you describe it?
A We get the reads fromthe manufacturer's

head- end systens into our Anerican Water neter data
managenent system And from our neter data
managenent system various systens consune that data.
So we calculate bills directly by pulling data from
the MDMS. M/Water is populated fromthe data in the
VDIVES.
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Q Now, is there a difference in the anpunt
of data needed for the billing system as opposed to

t he amount of data needed for the M/Water usage

di spl ay?
A. Yes.
Q What data is needed -- and you probably --

and you have touched on this before, but what data is
needed for the billing systen?

A. Just a nmeter read and a neter read date
along with what we used the prior nonth for the neter

read and neter read date.

Q So essentially two reads?
A Correct.
Q | n conparison, how nmuch data or how many

reads are needed for the MyWater system for exanpl e,
for a 24-hour usage report?

A. You woul d need 24 reads, one for each
hour .

Q In his -- well, et nme ask you this:
M. Mriarty asked that all custoner service be
provided in the custonmer's own state or an adj oi ning
state. How does the Conpany currently address
custoner service?

A We have a centralized custoner service

departnent so that our custoner care agents can be
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speci alized. Sone of the advantages to that allow us
a larger pool of professionals to hire. It allows a
nore efficient neans to inplenent changes or conduct

training. And the larger nunber of enployees for our
| arger footprint allows us to better handl e custoner

I nqui res when there may be an unexpected call vol une

spi ke.

Q Now, also in his testinony M. Moriarty

suggests that the day and tine of neter reading

shoul d be shown on a custoner's bill. Wat does
M ssouri-Anmerican's bill currently show?
A. Just the neter read and the neter read

date along with the consunption cal culated fromthe
meter read and dates.

Q To your know edge is M ssouri-Anerican
currently capable of showng a neter read tine on a
bill?

A Not currently, no.

Q M. Mriarty suggests that during 2024
M ssouri-Anmeri can hung up on hi mon many occasi ons.
Now, have you reviewed the recordings of calls
between the call center and M. Mriarty?

A | have reviewed the avail able calls.

Q Do you acknow edge that sone calls were

di sconnected or dropped unexpectedly?
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A Yes.
Q Can you tell what happened in those
I nst ances?
A | -- 1 could not tell what happened,
correct.
Q | f the Conpany did determ ne that a CCA
hung up on a custoner, what woul d be the consequence
of that?
A. The situation woul d be reviewed for

di sci pline for that CCA

Q As to the custoner service center or
contact center, have there been changes i npl enented
recently?

A Yes. W' ve recently noved the -- sone of
the call handling supporting software to the cloud, a
cl oud- based system And along with that we have a
virtual assistant to help our CCAs provide better
custonmer service by directing them based on keywords
said to places on the account to hel p answer
gquestions better. It also -- another benefit is that
it has sonme artificial intelligence built in to help
summari ze the di scussion between the custoner and our
customer care agents. Those are sone of the
advant ages.

Q And when we say it was recently
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I npl emrented, was the inplenentati on what, | ust

started at the end of 2024. |s that correct?
A. That sounds right.
Q Novenber or Decenber, |ate 2024 anyway?
A. | would agree with that.

MR. COOPER  Yeah. That's all the
questions | have at this tinme, your Honor.

JUDCGE WALKER: Before we go any further,
M. Mriarty, this exhibit is |isted as confidential.
And | would like to know if you would all ow your
information to be public.

MR MORI ARTY:  Yes.

JUDGE WALKER:  Yes? All right. It wll
be admtted as-is. And in terns of cross-
exam nation, | think we're going to use the sane
procedure that the parties have agreed to, and that's
the conplainant will go first, then staff, then OPC
unl ess soneone has an objection. M. Miriarty?

MR, MORIARTY: | would prefer to get the
Conpany's witnesses before the Staff.

JUDGE WALKER:  We're going to do that,
but you have the right to ask M. Ebbeler
Cross-exam nation questions at this point.

MR, MORI ARTY: Just on this docunent?

JUDCGE WALKER:  Anyt hing -- yeah.
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Anyt hi ng that --
MR. MORI ARTY: Oh, anything?
JUDGE WALKER: -- he's testified to as
wel | as the docunent.
CROSS- EXAM NATI ON
BY MR MORI ARTY:
Q Well, let's talk about this docunent

first. These are the readings fromthe manufacturer?

A These - -
Q Who' s the manufacturer?
A Your neter in point is a Badger. Badger

I's the manufacturer.

Q | f the custoner receives two different
nunbers gallons reported for the sane day fromthe --
fromthe Conpany, is it legitimte for the custoner
to question why -- which one is correct?

A | coul d understand why you woul d question
that fromthe M/Water app.

Q And shoul d that custoner -- does that

cust onmer deserve an expl anati on?

A Yes.

Q Paul -- may | call you Paul ?

A Sur e.

Q Paul , what role did you have in the

preparation of the Conpany's answer to ny conpl aint?
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A | nmean, | --

MR. COOPER  (bjection. The answer is a
docunent that was filed by counsel on behalf of the
Conpany, and any interaction between counsel and
enpl oyees of the Conpany in preparation of that
docunent woul d be privil eged.

JUDGE WALKER:  Overrul ed.

BY MR MORI ARTY:

Q On page 3 of your testinony, you describe
your responsibilities as senior nanager operations,
and one of those responsibilities is enpl oyee

training. Operations does not include custoner

service. |Is that correct?
A Cust oner service --
Q The call center specifically.
A Correct.
Q Ckay. So enpl oyee training, your enployee

training then does not include any training of the
CCAs. Is that correct?

A Not directly fromnyself. W -- we work
Wi th our custoner service organization in a
partnership, so | have influence and ability to help
with that.

Q Does your office receive copies of your

custonmers who contact the call center of the contact
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not es?

A It is in our system so any enployee woul d
be able to view those comments.

Q So it's not a normal part of your
departnent's or your organization's duties to review
the contact notes that are coming in for custoners

that you serve?

A. For escal ated issues or inquiries, we
would -- it would perhaps cone to our office for
revi ew

Q Can you expand on expedited issues? Wat

does that enconpass?

A Sure. That would include if -- if there's
a public service conplaint for one. There are
occasion -- sonetines very unique situations that
come up where again we are in partnership wth our
custoner service organization and if things cone up
that we need to -- to help answer questions, that's
where we woul d get invol ved.

Q Paul , pl ease explain your responsibilities
regardi ng data managenent and data integrity which
you included in your responsibilities.

A Vell, we --

Q In fact, let ne be nore specific. Let's

limt that question to the My/Water application.
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A. So | think we have another -- you know, ny
counterpart Derek was going to be getting into nore
of the details surrounding the MyWater application
and how it uses our data from our systens.

Q Ckay. What departnent or group in the

conpany was responsi ble for the devel opnent of

MyWat er ?
A. That woul d be addressed in Derek's --
Q Der ek.
A. -- testinmony and questi ons.
Q Were you involved in the testing at all?
A There were a |l ot of enployees involved in
testing, and yes, | -- | was a small part of a very

| arge effort to test various functions.

Q On page 5 of your testinony and
specifically on line, about line 4, you discuss data
transfer. Wat -- who or what other systens in the
conpany have access to the transmtter head-end
syst enf?

A The manufacturer's head-end systemis
sonet hing available to a relatively smaller group of
enpl oyees. | amone of those enpl oyees who have
access to the manufacturer's head-end system

Q Does that include field reps that cone out

to the hone?
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A. They -- sone do, although it's not

generally their -- their primary source that they

woul d use, but.
Q Because the reps that cane to ny hone had

a |l aptop conmputer, and they showed nme ny current
consunption on the | aptop conputer. And that's
actually what | thought | was going to be getting
access to when they noved ny neter outside. They
said you' d continue to have access to your current
meter data. | don't see that same information in
M/Water, do I?

A Correct. You're seeing, you know, the --
we have nultiple types of head-end systens which |
think was nentioned. Badger is the neter that you
have, and they have a head-end system W also have
Nept une neters and end points that have a head-end
system and Acl ara that has a head-end system So,
no. You're seeing -- all the data fromthose head-
end systens go to our neter data nmanagenent system
and fromthe neter data managenent system we're
presenting the data to you through MyWater.

Q But not the field reps that cone to ny
home. They have what, direct access to the -- is it
correct to tal k about the cloud and the head-end

system as one and the sane?
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A

coul d call

Well, there's kind of two clouds. You

the manufacturer's head-end systens a

cl oud thensel ves individually,

but then we al so have

our neter data nmanagenent system which is our cloud.
So we get --
Q But the manufacturer's cloud feeds your --
A That is correct.
Q So the manufacturer cloud is -- gets the

data first?

A That is correct.

Q How of t en?

A It depends on the particular end point,
but in general, like four tines a day there's a call

out to bring data fromthe neters into the
manuf acturer's head-end system So in theory it
woul d update three to four tines a day.
Q Who' s t he manufacturer of the cloud then?
That's not Badger?
A Yeah, it

Q That

I s Badger.

Is Badger. Gkay. GCkay. Turning to

page 6 of your testinony, |I'mgoing to say about

line 22, you start a discussion of AM enabling the

conpany to read data every 15 m nutes or every hour.
What functions have access every 15

m nut es?
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A. | don't believe that we have that

anywhere, not in the manufacturer's head-end systens.

Q So not even the cloud?
A. Correct.
Q So -- so everything would be every hour

then is what --

A. No.

Q -- in actuality is happeni ng?

A. No. It would be four to six -- or excuse
me, three or four tinmes a day. |In order to conserve

battery the neter transmtters can't continuously
feed data into the cloud, the head-end cl oud.
That's -- it's called upon three to four tines a day.
Q That's the cloud. And everything
downstream of that would probably be | ess often?
A Correct.
Q Do you have the formal conplaint with you,

specifically the exhibits?

A Yes, | do.

Q Can you | ook at Exhibit A That's the
email from MyWater to, | assune, all custoners?

A. Yes.

Q Headi ng, Hourly WAter Usage Data?

A. Yes.

Q Ckay. Read the sentence imedi ately bel ow
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the big graph at the top of the page. It starts out,
At Anerican Water?

A At Anerican Water nmany of our custoners
enj oy the benefits of advanced netering
infrastructure, AM. AM neters are high-tech water
neters that allow custonmers to track their up-to-the-
hour water through MyWater.

Q What does the up to the hour nean?

A | woul d say you woul d probably read that
to say up to the nost recent hour, |ast hour.

Q On page 2 pl ease read the sentence
I medi ately below the title AM Meter Benefits at the
bottom of the page. It starts out, In addition.

A In addition to providing custoners with
access to real-tinme data, AM neters provide the
foll ow ng benefits.

Q So what does real-tine nean?

A That would inply up to the hour, like in
the previous section that it said.

Q | have one nore question on that exhibit.
At the top of page 2 there's three bullet points.

A. Better understand your water usage? That?

Q Yeah. | want you to read -- read the
third bullet point, Get inproved custoner service.

A. kay. Get inproved custoner service with

888-893-3767 Lexitas operates in all 50 states and is licensed where required. LEXITAS
www.lexitaslegal.com Nevada Registration #116F - California Firm Registration #179




© 00 N oo o b~ w N B

N N NN NN B B R R R R R R R
o A W N P O © 0 N O U0 M W N B O

Transcript of Proceedings
August 28, 2025 Page 40

AM . Anerican Water can access your water neter data
I mredi ately without having to send out a field
service representative. You can access the sane data
we have to work with our custoner service teans to
determine if there is an issue that requires a field

service representative visit.

Q What does i medi ately nean?

A. It would inply at |east up to the hour,
li ke --

Q So the field rep has access up to the
hour ?

A VWll, let me -- let ne say that | -- this

has since been clarified. You did bring this to our
attention about using the term"real-tine." And
based on that feedback, we recognized that that was
not accurate to say that it's up to date, up -- you
know, real-tinme. So that's been nodified to clarify.
We can provide hourly data, but it's not necessarily
up to the nost recent hour or inmmediate.

Q And where is it you present that
I nformati on?

A. We did update it on MyWater specifically.
It does now have a notice at the bottomthat says,
This is not real-tinme data.

But it does -- it does |label as this chart
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does the date and the hour, so it -- it tells you
what hour and days we have, and it al so says we don't
have up-to-the-hour data.

Q Are you aware that that information is
not being presented on the reports, the 24 hour and

the 30-day reports?

A You nean the -- the clause remnding --
Q Yeah.
A |"'mnot aware of that, but it does have a

date and tinme stanp to which that usage is being
calculated on the -- on the downl oad. But it doesn't
specifically say that this is not up to date.

Q |"ve | ooked a long tine to find that
information. And | found it on the screen. Wen
It -- when the report's presented on the screen, it
reads that across. |In fact, | had a problemwth the
wording. But it's not being printed on the printed

report. That's why it took ne so long to find it.

Because | print the reports and then | | ook at them
And then that information -- sorry -- is not getting
to the reports. It's show ng on the screen before

you print the report. Wen you print it, that does
not show up. You weren't aware of that?
A | was not aware that it didn't print on

the report, but | mght not expect it to because the
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report states the hours and dates for each of the
usage. So when you print the report, it specifies
what days and hours it's presenting.

Q But as we agreed in the -- when we
reviewed Exhibit A it's not real-tine and it's not
up to the hour?

A Correct. And we have since updated
that -- that inmage. That presentation that we have
in Mf\Water that shows this chart has now been updat ed

to specify that it's not necessarily up to the hour.

Q But it's not getting to the printed
report.

A. It's not showi ng that on the printed,
correct.

Q Al right. On page 8 of your direct

testinony starting on about line 3 you indicate, A
custoner's bill is determ ned by subtracting the

previous neter reading fromthe first day of the

billing cycle of the current nmeter reading on the
| ast day of the billing cycle. |Is that correct?
A That is correct.
Q So the To date -- I'msorry. The From

date is the one that's displayed first on the

custoner's bill. Is that a full 24 hours for that
day?
888-893-3767 Lexitas operates in all 50 states and is licensed where required. LEXITAS

www.lexitaslegal.com Nevada Registration #116F - California Firm Registration #179




© 00 N oo o b~ w N B

N N NN NN B B R R R R R R R
o A W N P O © 0 N O U0 M W N B O

Transcript of Proceedings
August 28, 2025 Page 43

A Vell, we --

Q VWhat tine -- what tine is the neter read
normal | y?

A We' ve never, you know, been particul ar
about the tinme of day even when we -- neters used to

be read manual |y, you know. Many years ago sonebody
woul d wal k the route and read the neters. W
don't -- we don't typically associate tine as

i nportant to nmake sure that the read is obtained on

t hat day.
Q Does that hold true of the To date al so?
A That is correct.
Q So it could be one hour fromthe From date

and one hour fromthe To date?

A It could be 1:00 a.m on one of the days
and it could be 3:00 p.m on the other.

Q So this could be up to 48 hours short if
both days are only a fraction of an hour?

A Potentially. |In general our systens do
pull in the first read of the day, but if there's
sone type of delay, you know, we've al ways been, you
know, nmade sure that we have a read on the particul ar

day of the read. And the hours have not been, you

know, of huge -- of huge concerns. But in general it
does -- we do use the first avail able read for that
888-893-3767 Lexitas operates in all 50 states and is licensed where required. LEXITAS
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day.

Q That's what | would expect. And that
woul d be true of the To date al so?

A Yes. And back to the --

Q So it's not true that -- it's not through
the To date. |It's only the beginning of the To date?
A That is correct. That's -- it's -- the
neter reads are obtained at sone tine during the day,

m dni ght to m dnight on the neter read date.

Q | don't know if you've read ny direct
testinmony, but | -- | was exploring sone areas in
t here about how possibly a footnote on this bill
could clear up a lot of things for the custoner. |If
you said sonething to the effect that it's early in
the day on the Fromday and early in the day on the

To date, which neans it's really through the day

before the To date. |'mjust |ooking for solutions
her e.

A Sur e.

Q And if there's any way to clean this up
with a footnote, it would -- | think it would be very

hel pful to the custoner.

A That's a suggestion we can take back
and - -
Q Yeah.
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A -- consi der.
Q Wll, it's in ny direct testinony, so.
A Yeah.
Q Further on down in that sane page,
line 21, you nention -- you start a -- you start a

sentence that says, The Conpany worked closely with
M. Mriarty after he filed his conplaint.
Wy does it take a formal conplaint to get

the local office to work closely with a custoner?

A It -- it doesn't. In this case with
the -- | nmean, you had very good, detail ed questions
in regards to the My\Water app and the present nent of
the data, but it -- it was relatively newy depl oyed,
so there were sone technical opportunities to clarify
sone of the presentation that we had which you nade
sone suggestions. There were also -- and it was
al so, we were at the begi nning stages of training all
of our enployees to viewit. So with the -- the
techni cal questions, you know, it didn't -- didn't
seemto get to the | evel that you were | ooking for,
and that's why it was then brought to our attention
t hrough your conpl ai nt.

Q | think on page 16 of your testinony,
lines 11 -- starting on about line 11 or 12. Yeah,

line 11, you say CCAs received additional guidance
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and -- CCAs and supervisors received additional

gui dance. Wo gave that gui dance?

A. We have a training departnent w thin our
custoner service organization and, like | nentioned,
you know, this -- this was a newer technol ogy that we

were trying to get across, so it was a conti nual
effort to get everybody fully trained and with the
ability to, you know, properly understand and
troubl eshoot with custoners, so.

Q Do you -- do you understand -- do you know

what topics that gui dance covered?

A It would -- | don't know specifics.

Q Did it cover MyWater?

A. Yes.

Q Do you know i f any changes were nade in

regards to how CCAs and the supervisors handl ed
guesti ons about M/Water?

A The continual training that would have
been provided woul d be to enhance their know edge and
skills to answer custoner questions for the MyWater

app, including the usage display portion.

Q Do CCAs even have access to MyWater?

A Yes.

Q As of when?

A. When, you know, there was that process of
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rolling out. | don't have the specific date, but --
Q Because | had at |least two CCAs tell ne
they don't -- they don't have access to MyWater
usage.
A. That was early in our deploynent of the

new functionality in M/Water.

Q So that could have been changed recently?

A Yes.

Q Do you have the data request, the Staff
data request with you? |If not, |'ve got a copy of

the one | want to question you on.
A | do not.
Q Al right.
MR COOPER M. Moriarty, what nunber DR
are you referring to?
MR MORIARTY: | think it's 0006,
specifically page 1 of 7.
MR. COOPER  Thank you.

THE WTNESS: | think | do have that.
BY MR MORI ARTY:
Q Ch, you do have it?
A. Yeah, 0006. And what page?
Q Page 1, page 1 of 7. Could you read the

second-to-the-|l ast sentence at the bottom of the

page? It starts out, W request.
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A. We request that a supervisor or IT
associate with nore know edge on how t he system works
and handles M. Jimto enlighten himon how the
systemworks. W infornmed himthat we wll pull this
request in for himand docunent it.

Q That was a field -- froma field rep, Jose
Carter, whom | assune works for you, for --

A. He works in our operations.

Q In your operations. |'malso going to
give you Exhibit | fromthe -- this is fromthe
formal conplaint. And page 1 is what Jose sent to ne
toreview. | pointed one -- out one mnor error that
didn't get corrected, but that's another -- that's
not i nportant.

Turn to page 2. This is a letter |

recei ved from Canden, New Jersey May 30t h, about two
weeks after Jose and Paul, different Paul, were at ny
home. And | -- during that visit | shared with them
the 30-day reports and the 24-hour reports which at
the tinme there was a di screpancy of hundreds of
gallons. In one day it was 100 gallons | think, and
the ot her day was 200-gall on discrepancy between if

you added up the 24 hours and what it was reporting

for the day. And | assune this is -- this letter is
In response to that visit. It doesn't say so. It
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says, lnvestigate your higher-than-expected water
bill.

And | never made a conpl ain about the
water bill.

A Yeah. | can explain, elaborate on that.
So when we sent the field visit, it was sent under
the potential high bill concern conplaint. That was
the service order that was initiated in our systemto
send out Paul and Jose | believe. So upon conpletion
of that service order generally what we do is
val idate that the neter read is in line wth what
your last billed read was. So this is -- this is
basically clarifying that based on that visit, your
billing is accurate. But | understand you were nore
interested in the M/WAter usage presentation and that
doesn't really address --
Q That and the fact that --

MR. COOPER  (bj ecti on.

JUDGE WALKER:  Excuse ne. M. Miriarty,
you need to let M. Ebbeler finish and then talKk.

Because it's really difficult for the court reporter

to --
MR MORI ARTY: Sorry.
JUDGE WALKER: -- type two peopl e.
| know. [It's really hard. But if you
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could go ahead and finish your answer and then,
M. Ebbeler [sic], go ahead and ask your questi on.

MR MORI ARTY: Sorry.

THE WTNESS: No problem So our letter
after a service visit generally addresses, you know,
what a custonmer woul d have been concerned with in
regards to their billing. So this letter went out to
just say basically your bill is accurate. But |
under stand your main concern was the presentation of
the usage we're presenting on MyWater. So, you know,
| -- the letter's not really addressing what your
real issue was which was how -- what you were seeing
in MyWat er.

BY MR MORI ARTY:

Q That plus ny -- the lid on ny neter pit
was bolted shut. And so one of the things | had them
do was change the cover so that | could get into the
pit. | did not even know about -- oh, that was a
different visit.

Wiy is this letter from Canden not signed?

A This is a letter fromour custoner service
departnment or our -- probably our disputes
departnment. These aren't generally signed letters.

Q There's no greater frustration to a

custoner than to receive a letter that's unsigned and
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you don't know who you're dealing with. | -- if |
call ed that nunber, | wouldn't even know who to ask
for.

Turn to page 3. This was the letter that
| sent back to Canden the day after | think
received this letter. | don't remenber when |
received this. My 30th, whatever, but | thought it
was |ike the day after. So | may have received it on

June 6th. On June 7th | wote this letter which is

page 3.
A. Uh- huh.
Q And | went into the explanation of 272

gal l ons, hundred gallons nore than reported for the
day and the 200-gall on variance on the foll ow ng day.
| never received a response fromthis letter. Never
got an answer.

MR. COOPER |Is there a question?

MR MORI ARTY:  Yeah.
BY MR MORI ARTY:

Q Wy ?
A | -- without going in and | ooking, | can't
answer that. | -- I know there were several

conversations that had taken place that nmay have been
on or around this period that -- but |I can't speak to

that specifically.
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Q Did your office receive either of these
letters, the one sent to ne or the one | sent back?
A. We woul d have a copy of the one that was

sent to you.

Q In the -- in the conputer sonewhere?
A Ri ght .
Q So that doesn't ensure that anybody ever

| ooked at it fromyour office?

A Fromthe letter we sent you?
Q Ei ther one. You said you'd have both of
themin the -- in the system but that doesn't nean

anybody fromyour office ever |ooked at either
letter.

A Sonebody fromour office would have |ikely
generated the letter to go out, the one that said
your --

Q Even though it's from Canden? Says it's
from Canden. That may be -- yeah. At the very top.
P. O. box, Canden, New Jersey.

A This letter came from our custoner service
organi zation, and that is our corporate address.

Q So it could have cone locally? It could

have been generated | ogically?

A It -- we have a print vendor, so it's a
little nore conplicated than that, but yes. | nean,
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It was generated through our standard process of how
we send all custoner correspondence.
Q Ckay. | was just curious why it didn't
generate nore interest within the conpany.
JUDCGE WALKER: Before we continue |I'm
going to take judicial notice of the formal conplaint
and make it part of the record. Are there any

obj ecti ons?

MR COOPER | think it's even a part of
M. Mriarty's testinony that was --

MR, MORI ARTY: | nmde an attachnent.

MR. COOPER -- admtted earlier, so.

JUDCGE WVALKER:  Well, he's not testifying
now, so. Thank you very nmuch. Hearing no other
objection I'mgoing to go ahead and admt it and mark
it Exhibit 4. That way we'll all know what we're
| ooki ng at and tal ki ng about.

(Conpl ai nant Exhibit 4 was admtted and
made a part of the record.)

BY MR MORI ARTY:

Q Let's turn to the data request 0012.

A |"'mnot sure if --

Q You got that?

A -- | have that.

Q |'ve got a copy for you. The nessage that
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appears sonetinmes in MyWater when you try to access
the reports, you -- all you get back is no date -- no
data to display. What causes this nessage to appear?

A | believe Derek has that to address in his
testi nony.

Q Do you know if it's been fixed?

A | think Derek has that in his testinony --

Q Ckay.

A -- to address.

Q If | may have that back then, I'll save
that for Derek.

A. Ckay.

Q Thank you, Paul. This is the 30-day
report and the 24-hours report for the 24th August.
This was just |ast week, last few days. |[|f you could
turn to the, | think it's the second-to-|ast page
which is the PF -- PDF of the 30-day -- |'msorry,
the 24 hour. |Is that correct?

MR COOPER M. Moriarty, do you have
copies for others to | ook at, what you' ve handed out?

MR. MORI ARTY: No. | apologize for that.
BY MR MORI ARTY:

Q Specifically do you see one -- one hourly
report on that 24 hours that doesn't have any

nunbers, doesn't have any data?
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A. In the chart or in the graph up, the graph

or the --
Q Actually it's in both.

JUDGE WALKER: Ckay. M. Miriarty, |'m
going to get copies of that for you for all --
everyone. W're going to take a little break now.
This is a good tine, it's alnost 10:30. And,

M. Mriarty, in the future if you have exhibits that
you plan to admt and question a w tness about, you
need to provide copies to all of the parties which
woul d be Staff counsel, M ssouri-Anerican Water, the
O fice of Public Counsel, the Comm ssion and ne. So
let's --

MR MORI ARTY. |'msorry, your Honor.

"1l -- 1'"Il do that. And |'ve got a couple others
that we can do at the sane tine.

JUDGE WALKER: Ckay. Well, we're going
to take a break --

MR MORI ARTY: And then I'll --

JUDGE WALKER: -- right now and |'m goi ng
to get those upstairs and get themcopied. Let's go
of f the record.

(O f the record.)

JUDGE WALKER: Ckay. W're going to go

back on the record. M. Ebbeler, would you pl ease
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take the stand and you are still under oath.
BY MR MORI ARTY:

Q | had a few questions about docunents,
recent docunents that, like in the |last week. And |
think they're better directed to the next -- your
ot her Conpany witness, so I'mgoing to hold off on
t hose questions, but | do have a couple of others
that | wanted to follow up on.

On page 11, 12 of your direct testinony,
you tal k about -- you discuss M. Miriarty's |eak
adj ustnent request in billing, but do not nention the
concept of unexpl ai ned usage adjustnent, which your
of fice gave ne during our discussions about the
formal conplaint. Can you explain what the neaning
of that termis and how often it is used by the
Conpany?

A So our | eak adjustnents are provi ded based
on specific guidelines that, you know, criteria that
are either nmet or not. The unexpl ai ned hi gh usage
adjustnment is a discretionary adjustnent that is
provided in, you know, kind of on a one-off basis,
you know, based on the discretion of the situation.
So it's a nonstandard adjustnent that we provide.

Q Because the one you provided to ne | was

able to use wwth MsD to nornalize ny water usage for
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the wi nter nonths, which avoi ded ne paying an extra
CCF or two throughout the year of sewer -- ny sewer
bill. | think it nmay be the answer to this MSD
guestion, but | want to explore that with the Staff a
little bit later.

Who in the conmpany is authorized to give
an unexpl ai ned usage adj ust nent ?

A. That woul d be our, typically our disputes
departnent or individuals on ny team

Q Have you explored with MSD alternatives to
normal i zing water usage in the winter nonths, w nter
nmont hs that MSD has defi ned?

A. We sinply provide the data to MSD based on
the neter reads that are used for your bill. So |I'm
aware that they -- they bill based on a pocket based
on our consunption, but I -- | don't collaborate with

MSD on how they produce their bills. W just sinply

provide themthe data that we bill you for, for
wat er .

Q | s wat er usage consi dered custoner private
dat a?

A. We share water consunption with MSD

because there's a State statute that requires a water
conpany to provide that data for sewer billing.

don't know the specifics of that statute, but we --
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Q | s that sonmething --
A W wouldn't provide it to just anyone, but

for the sewer provider, we're obligated to provide
that data to them

MR. MORI ARTY: |s that sonething staff
woul d be able to provide?

M5. KERR: The statute?

MR. MORI ARTY: The statute. O at |east
identify the statute.

MR. COOPER If not, | can.

M5. KERR: | can provide it. | can find

MR. MORI ARTY: Yeah. That's all I'm
| ooking for is --

JUDGE WALKER: If you can give those,
Ms. Kerr, the statute nunber?

M5. KERR: Sure. | can find it and
provide it.

MR MORI ARTY: Thank you.

MR. COOPER  249. 645 woul d be --

JUDGE WALKER:  Thank you, M. Cooper.

MR MORI ARTY:  249. 645?

MR COOPER  Yes.

M5. KERR: That nmakes ny life easier.

MR. COOPER And while we're exploring
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this, there's also a tariff. Mssouri-Anerican has a
tariff about that, that sane subject, so.
BY MR MORI ARTY:

Q How do you nmake custoners aware of this
unexpl ained -- or have you nade custoners aware of
this? Because | never knew about it.

A We | et custoners know proactively if they
have a -- if they indicate that they had a | eak, then
we do as a courtesy offer a one-tine | eak adjustnent
i f they neet that certain criteria.

Q If I had known that when | requested ny
read, | probably wouldn't have requested it. | did

not know at the tine it was a once in a lifetine.

A. | believe that's on our website.
Q It is, and | found it later, but at the
time | did not know or | would not have even -- even

have requested it. But I'"'mnore interested in the
unexpl ai ned | eak adjustnent because | think it may be

the answer to this question wth MSD, how to

normal i ze water usage so they get the billing, the
sewer billing right.
A. Wel |, the unexpl ai ned hi gh usage

adjustnents are basically like a reserve situation
that's | ooked on very uniquely based on, you know,

the situation. |It's not our standard practice.
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si tuations,

situati on,
Q

adj ust nent

event, all

don't give

|1 ne.

a question
BY MR MR

Q
A

Q Whul d CCAs know about this?
A Qur CCAs typically would -- would indicate
to a custoner that they're not -- they don't neet the

eligibility for a | eak adjustnent and they would, if
needed, they woul d pass that on through an escal ati on

process for further review And if -- in sone

our escal ation team may, based on the

apply that.

Because when | originally nmade ny | eak

not knowing it was a once-in-a-lifetine

| received was a letter that addressed

dates different than the ones that | had questi oned.
And they never told ne about an accel eration process
or howto get -- in fact, | tried to get the | ocal

of fice nunber and they wouldn't give it to ne. CCAs

you nmuch information. That's the bottom

JUDCGE WVALKER M. Moriarty, do you have
for this wtness?

ARTY:

Shoul d they be giving nore infornmation?

| f you' re speaking with a CCA regarding

a leak adjustnent, it's pretty standard practice

that we've had for a long tine that it's -- it's one
per -- per account.
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Q Ckay.

A That shoul d be comunicated if you were
I nquiring about a leak adjustnment with one of our
CCAs.

Q | guess I'mnore interested in the
accel eration process. How do you get to the | ocal
office? Because | had to file a formal conplaint to
get to the local office?

A Wel |, the escal ation process doesn't
generally include the |local office. W have an

escal ation teamw thin our custoner service

organi zation to handl e escalations. | -- you know,
from-- | nmean, we don't -- like our -- generally our
| ocal offices aren't -- aren't handling custoner
billing, you know, type inquiries. That's sonething

our custoner service organization is specialized to
handl e for custoners.

Q At the top of page 15 in your direct
testinony, lines 2 and 4 -- 2 to 4, you nention, None
of the MyWater issues have had an inpact on
M. Mriarty's bill or any other custoner's bill.

Wul dn't other custoners feel the sane
frustrations | feel dealing wth M/Wter?

A | -- | understand sone of the -- the way

i n which the data was being presented in MyWater, and
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there were -- there were opportunities that Derek
wi Il discuss to inprove that. So | understand why
that woul d cause sone frustration or confusion which
Is why we're, you know, making the changes to that --
to that presentation.

Q One of the changes | asked for was sinply
to put a date and tine on the reports, and that
hasn't happened. And | don't think you foresee that
happening in the future. Wy is the Conpany so
reluctant to put date and tine on the reports?

A "Il let Derek, my counterpart, speak to
t hat .

MR, MORI ARTY: Ckay. No nore questions.
Thanks, Paul .

THE W TNESS: You're wel cone.

JUDGE WALKER:  Any cross-exam nation?
Staff? | guess | should let M ssouri-Anrerican Water
go first.

MR. COOPER: This is our witness. W're
going to wait back till the end for our redirect |
t hi nk, so.

JUDCGE WALKER: Ckay. That's fine.

M5. KERR: No questions.

JUDGE WALKER: Al right. Ofice of

Publ i ¢ Counsel ?
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M5. MARTIN. | have a few questi ons.
CROSS- EXAM NATI ON
BY MS. MARTI N:

Q So | know that you said with MyWater what
custoners see in the application is it -- you know,
during the mddle of the billing period woul dn't
af fect how nuch they end up being billed. 1Is that

correct?

A Well, MyWater, you know, the billing
period is based on two reads.

Q Ri ght .

A Start to end. And MyWater takes the

Interimdata fromeach day and each hour to present

that into the charts that you see in MyWater. So,

yeah, there's no -- there's no inpact on how that
affects billing.

Q Ckay. So I'mgoing to throw a
hypot hetical at you if that's okay.

A Ckay.

Q So Mary Shaw in the mddle of the billing
period | ooks at her bill. She is trying to stay

under a limt. And she's like, Ckay, this is what |
need to do. I|I'mgoing to still be using water for
these things. And that's how she ki nds of determ nes

what -- how nmuch she's going to be spending at the
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end of the nmonth. |If -- it would be a problemthen
if it turns out she had actually spent a hundred or
used a hundred nore gall ons or whatever, it would
nmess up that budget. |Is that correct? And it didn't
say that on the application?

A Yeah. | suppose that would give her the
wrong expectation if the data didn't match.

Q So does -- it sounds as though from
M. Mriarty that happened naybe a few tines. Have
they -- has MAWC done anything to fix that issue with
having incorrect data in the mddle of the nonth for

peopl e who need to budget?

A "1l let Derek take that, but that -- that
Is part of our continuing inprovenent. | nean,
again, this is the -- the newer deploynent didn't

present as perfectly as what we would |ike to, and
Derek will tal k about those inprovenents that have
been made thus far.

Q And so did you have anything to do with
how t he i nprovenent and roll out of the MyWiter
application occurred, or is that also Derek?

A. It's a collaboration, you know, with that.
Derek is the lead with regards to, you know, the
final way in which that MyWater works and functi ons.

So he certainly takes feedback fromfolks |Iike nyself
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and ot hers.

Q Ckay. And for CCAs, since | do think that
IS your area. |Is that -- is that right?

A CCAs are -- are centralized custoner
servi ce organi zati on.

Q But you woul d have nore information about
how t hat woul d work than perhaps talking to Derek or
no?

A W're all in a big -- a partnership, so, |
nmean, | -- specifically, | nean, it would depend on
the question. So | work very closely with all
aspects of our custoner service organi zation, but.

Q Ckay. So with the roll out of the
application, who would have inplenented the
I ntegration of the CCA process?

A "Il let Derek speak to that.

Q Ckay. Because |'m-- you tal ked about how
i ke CCAs are nore specialized in their |ocation and
things like that. So, but is that just -- can | ask
you nore generally about CCAs? Wuld you be able to

help wth that or no?

A Yes.
Q kay. Sorry. | amtrying to figure where
the -- where to draw the |line --
A. Sur e.
888-893-3767 Lexitas operates in all 50 states and is licensed where required. LEXITAS
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Q -- as attorneys |like to say.

So regarding -- you tal ked about having
CCAs in a centralized location and so they are able
to nore specialized rather than having them spread
t hroughout in perhaps the building that you work in
in St. Louis.

A Just to clarify, they're centralized, not
necessarily physically in a centralized | ocation.

Q So what is -- when you tal k about them
bei ng centralized, can you provide a definition?

What does that nean?

A That neans they're -- they're all part of
what we call our custoner service organization froma
reporting structure, and we have -- they're dedicated
to handling custoner service issues.

Q Do you --

A. And only custoner service. So that's how
they're specialized.

Q Ckay.

A They're not, for exanple, out fixing, you

know, working on the pipes. That's a different --

Q kay.
A -- group.
Q Ckay. So it's nore like a -- when |
t hought centralized, | thought you were speaking
888-893-3767 Lexitas operates in all 50 states and is licensed where required. LEXITAS
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| ocation. So do you have custoner service
representatives, even though they are centralized in
goal and purpose within your organi zation, do they --
are they in the individual states or in -- around the
I ndi vi dual service areas like in Hawaii and
California and Kentucky?

A We have custoner service or customer care
agents throughout many of our Anerican Water
footprint areas.

Q kay. And are they -- are these custoner
service agents, is their know edge, are they
specialized in ternms of -- do you have specific, like
a Mssouri service area focused team and a Kent ucky
focused team and a Pennsyl vani a focused team of
custonmer service agents so that if you have questions

by custoners in Mssouri, they'd be able to be nore

specific?
A They're not focused on regional areas.
Q kay. So if, you know, if a custoner such

as M. Mriarty -- sorry, he's right in front of

me -- but if he had a specific question about his
bill and how regul ations may affect it, he would not
be able to go to Mssouri Water. He would have to go
to the Public Service Conm ssion to get those

gquestions answered. The CCAs wouldn't be able to
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necessarily do that?
A No. Qur CCAs have all the information
that they would need to handle, you know, speaking to

our, you know, the rules and policies.

Q (kay. Do they -- sois it just in a
dat abase online? |Is that how they do it?
A That's correct.
Q kay. But if, you know, M. Mriarty and

nmy nei ghbor in WIdwod was tal ki ng about how t he
specific environnental inpacts that soneone who's in
the M ssouri service area woul d understand and know
about are affecting his bill, that m ght not
necessarily be known by the custoner service?

A We have a pretty robust, as you called it,
onl i ne dat abase to handl e keepi ng, you know, all of
our specific guidelines for each area that may vary
as well as current events, current alerts, you know,
boi|l orders. That platformis available to any
enpl oyee, so that's where we -- we keep all of that
readily available for our custoner care agents.

Q Okay. And | understand that you don't
necessarily have to be in the [ocation to understand

everything, but as long as the information is

avai |l able for an individual like M. Mriarty to get
that access. | just wanted to make sure.
888-893-3767 Lexitas operates in all 50 states and is licensed where required. LEXITAS

www.lexitaslegal.com Nevada Registration #116F - California Firm Registration #179




© 00 N oo o b~ w N B

N N NN NN B B R R R R R R R
o A W N P O © 0 N O U0 M W N B O

Transcript of Proceedings
August 28, 2025 Page 69

A. Certainly.
M5. MARTIN. Ckay. Well, | do believe
t hat our other questions are for M. Tarcza as we
di scussed, so.
THE W TNESS: Ckay.
JUDGE WALKER: Redirect? Oh, let's have

conm ssi on questions first.

CHAIR HAHN: | -- thank you, Judge.
only have one.
QUESTI ONS
BY CHAI R HAHN:
Q Early -- hi, M. Ebbeler.
A Hi .
Q Early in your testinmony M. Cooper asked

you a coupl e questions about M. Mriarty's calls to
the call center, and you said you couldn't determ ne
if they were -- if M. Mriarty was, in fact, hung up
on. And you were asked if there were -- if that were
the case, there would be disciplinary. And I wasn't
actually sure if in this case M. Mriarty may, in
fact, have been hung up on. | was curious if there
was, in fact, disciplinary actions taken after that.

A Sure. So | listened to the calls, and it
didn't appear to ne that there was a malicious

intent. There wasn't -- it was | believe two of the

888-893-3767 Lexitas operates in all 50 states and is licensed where required. LEXITAS
www.lexitaslegal.com Nevada Registration #116F - California Firm Registration #179




© 00 N oo o b~ w N B

N N NN NN B B R R R R R R R
o A W N P O © 0 N O U0 M W N B O

Transcript of Proceedings

August 28, 2025 Page 70

calls that -- I"mnot sure if -- it just kind of went
dead, so | don't knowif it's possible that there was
a cell phone outage. | nean, | can't explain why the
call stopped.

Q But did you interview the custoner service
representative to determne that given M. Mriarty's
account that he was hung up on?

A | did not.

Q So there was no action, in fact, taken to
determne if M. Mriarty's clains are, in fact,
correct?

A The action we took was to listen, you

know, to the calls, so | --

Q So no additional action on top of that?
A Correct.
CHAIR HAHN: | think noving forward |

m ght encourage you to investigate that further given
M. Mriarty's clainms. Thank you for your response.
JUDGE WALKER:  Any ot her Comm ssi on
guestions? kay. Hearing none, we'll proceed to
redirect.
M5. MARTIN.  Quick question. Do we get
to have recross based on Comm ssion questions or? |
don't -- sorry. | don't --

JUDCGE WVALKER: I f you would like it.
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M5. MARTIN:. | just have one quick
guesti ons based on what Chair Hahn just said.
FURTHER CROSS- EXAM NATI ON
BY M. MARTI N
Q |s there any way for -- in an instance
like that, if a |line goes dead, if you di sconnect
wth a custoner, is there a way to call the custoner
back or let them know, Hey, this is sonething that
happened, sonething that occurred?
A. That woul d be the process. 1In the
I nstances that | heard with the call dropping when |
listened to them this was, you know, at |east a
year -- a year prior to when that had occurred. So
it would be nore difficult to -- to investigate, you
know, the specific situation. But yes, that woul d be
the process would be if -- if it dropped, to call the

cust oner back.

Q kay. And there's no -- you don't record
when people call out to custoners, just when
custoners call in?

A ' m not aware of the recordings of them

calling out.
M5. MARTIN. Ckay. Thank you.
JUDGE WALKER:  Now we' Il go to redirect.
MR. COOPER  Thank you, your Honor.
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JUDGE WALKER:  You're wel cone.
REDI RECT EXAM NATI ON
BY MR COOPER:

Q Early on there was sone di scussi on about
the manufacturer's head-end. Do you renenber that?

A. Yes.

Q And if -- if you know or if you can answer
this, would the comrunication issues that are
sonetinmes discussed in regard to getting the data to
MyWat er generally, that being the cellular connection
fromthe neter, would those issues with the cellular
connection also inpact the data that could be seen in
t he manuf acturer's head-end?

A Yes. | nean, if the data doesn't get to
the manufacturer's head-end, it certainly couldn't
get to our systens.

Q And so there would be tines when even | f
you' re | ooking at the head-end, again, if there are
data transfer issues on the cellular side, you

woul dn't have the data either for sone period of

tine. |s that correct?
A. That is correct.
Q You were asked questions about this

Exhibit A which was an email that M. Mriarty had

you read sone itens from about the availability of
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data and that sort of thing in MyWater. And | think
In response to that you indicated that there was now

sone additional verbiage in M/yWater around that

I sSsue. s that correct?
A. Correct.
Q How about the email itself that it | ooks

l[ike it's from Cctober 17, 2024. Was that Exhibit A?
Has that email al so been changed?

A Yeah. | -- that's the email that goes out
to informcustoners of the functionality. That has
been changed.

Q Ckay. You were asked sone questions about
Staff DR 0006 which had to do with a visit | think
ultimately to M. Mriarty's property. Correct?

A Correct.

Q And what was the date of that visit? Can
you tell fromthat DR?

A May 13t h, 2024.

Q And just to -- just to kind of draw a

little bit of a line here, we had entered Exhibit 3
when you first took the stand which was that
conparison of the billing data and the AM dat a.

Correct?

A Correct.
Q And on that docunent we tal ked about the
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hori zontal lines to the left that have gray shadi ng.
Correct?

A Correct.

Q And is there one of those that corresponds

to this May 13 visit that's represented here?
MR. COOPER Hold on just a second.
(Unintelligible Wbex partici pant
conversation.)
MR. COOPER  Woever's on the |ine needs
to be nuted. It's com ng through.
(Unintelligible Wbex partici pant
conversation.)
MR. COOPER  Thank you.
BY MR COOPER
Q W were tal king about Exhibit 3 that was
entered into evidence earlier, and | had asked
whet her there was one of those neter reads on that
exhi bit that corresponded to the visit that's
represented in DR 0006 | believe. What woul d your
answer be to that?
A Yes. It's the neter read data 5/13/2024.
Q And does the reading that was derived on
that date, does it make sense in regard to the other
meter reads which are both before and after?

A. It matches with the FSR set in his notes
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and it is between the read from May 8th, 2024 and
June 10t h, 2024, which those are the -- the actual
bill reads. So it is between those as -- which is
what we woul d expect.

Q Ms. Martin asked you a question about, it
was a hypot hetical about a custoner utilizing M/Water
for their sort of water managenent. Correct?

A (Wtness nodded head.)

Q Utimately is the neter the final sort of
determ ner of water usage?

A. Yes.

Q And that's the neter that's |ocated on the
custoner's prem ses?

A. Yes.

Q Lastly you were asked a question about
the, oh, the tel ephone calls that you had revi ewed.
Correct?

A Yes.

Q Ckay. And | think you indicated that
there was nothing fromat |east the recordings that

you |listened to that woul d suggest soneone hung up on

soneone el se. s that correct?
A Correct.
Q And as a part of that analysis, were you

listening to tone of voice, subject of the
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conversation, those sort of things?

A. Yes.
Q Ckay. And do those figure into the
statenent you nmade earlier that you couldn't tell if

that was the case?
A. That is correct.

MR. COOPER Ckay. That's all | have
your Honor.

JUDGE WALKER: Ckay. M. Ebbeler, you
may be excused.

M5. COLEMAN:.  Your Honor, at this tinme we
woul d like to call M. Tarcza.

JUDGE WALKER:  And is M. Tarcza here or
Is he in Barcel ona?

M5. COLEMAN. He is in Barcel ona
appeari ng on our screen.

JUDCGE WALKER: Ckay. We will continue
with the international Public Service Conmm ssion
heari ng.

MR. COOPER: There you go. Judge, | am
just now having received the email from Staff and
forwarded for M. Mriarty probably nore inportantly
and forwarding that to M. Tarcza, so | don't -- |
don't know that there wll be any delay in

availability, but it is just now happening, that next
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st ep.

JUDGE WALKER: Wl l, while we're waiting
to do that, just as a matter of clean up, we're
referring to data request 0006 and 0012.

M. Mriarty, would you like those admtted into
evi dence?

MR, MORI ARTY: Yes, please.

JUDGE WALKER: Does anyone have any
objection? kay. They wll be marked -- 0006 wi ||
be marked Exhibit 5, and 00012 will be marked
Exhi bit 6.

(Conpl ai nant Exhibits 5 and 6 were
admtted and nade a part of the record.)

M5. COLEMAN. May | proceed, your Honor?

JUDGE WALKER:  Absol utely.

DI RECT EXAM NATI ON
BY M. COLENMAN:

Q Pl ease state and spell nane for the
record.
A Ch, sorry. | was doubled nuted on ny

side. Good norning, everyone. M nane's Derek
Tarcza, D-e-r-e-k T-a-r-c-z-a.

JUDGE WALKER: M. Tarcza, can you raise
your right please so that | can swear you in.

(Wtness sworn.)
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DEREK TARCZA,
the wtness, having been first duly sworn,
testified as foll ows:
JUDGE WALKER:  Ckay. You nmay proceed.
BY Ms. COLEMAN:

Q Pl ease state and spell your nane for the
record.
A My nane is Derek Tarcza, that is D-e-r-e-k

T-a-r-c-z-a.

Q By whom are you enpl oyed and what is your
title?
A | am enpl oyed by Anerican Water, and ny

title is senior manager of custoner digital products
and i nnovati on.
Q Have you caused to be prepared direct

testinony for the purposes of this case?

A Yes.

Q Do you have any changes to that testinony
t oday?

A No, | do not.

Q If | asked you the sane questions today,

woul d your answers be the sanme?
A Yes, they woul d.
Q Are those answers true and correct to the

best of your information, know edge, and belief?
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A. Yes, they are.

M5. COLEMAN:.  Your Honor, at this tine |
woul d now like to offer Exhibit 7 into evidence.

JUDGE WALKER:  Any obj ection? Hearing
none, it wll be admtted and nmarked Exhibit 7.

(Conpany Exhibit 7 was admtted and nade
a part of the record.)

M5. COLEMAN:.  Your Honor, at this tine we
woul d like to present our rebuttal testinony.

JUDGE WALKER:  Proceed.
BY M. COLEMAN:

Q Have you read the testinony filed by
M. Mriarty?

A | have.

Q M. Mriarty indicates there is little, if
any, testing of changes to the MyWater app before the
changes are uploaded to the |live version of the app.
| f there were adequate testing as part of the system
managenent, these errors would stand out and be
corrected before incorporating any changes to the
live app.

Can you wal k us through the process the
Conpany uses prior to inplenenting changes in
MyWat er ?

A. Absolutely. So it's a nulti-step process.
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So in summary there's -- you know, whenever we have a
new future, enhancenent, or fix that we desire to go
into My\Water, first of all it goes through a set of
creation of business requirenents. And in |ayman's
terns really it's what does the business want this
thing to do where we work with our business anal ysts,
our custoner service departnent, other teans that are
requesting changes to ny MyWater to really
under st and, you know, the full business need of that
feature, that fix, or that enhancenent that's desired
to go into MyWater.

W also ook at it next really froma
gover nance perspective, so really | ooking at the cost
val ue benefit of, you know, spending, you know,
capital dollars to deliver that feature to understand
iIt'"s going to bring a true return on investnent and
be hel pful for all of our custoners.

Once we do that and that's approved really
t hrough governance, we begin working with the IT
devel opnent teamto create what we call as the
techni cal requirenments docunent. It's really the
howto translating that business need into technical
speak so our devel opers can then, and really the next
step, begin devel oping that said enhancenent.

Once we believe that devel opnent is
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conplete, there's a couple of testing processes that
we go through. The first being QA testing; that's
quality assurance testing. |It's nore of an autonated
process where, you know, we | ook at that new feature
and also all of the other features that are, you
know, presently available in M/\Water to determ ne the
fit and if there's any, you know, nmjor issues that
we see through the automated process. You know, if
it fails that, we definitely return it to devel opnent
and redevel op and then continue the QA process.

Once we're satisfied that a QA is
conplete, there's another round of testing that it
goes through. And this is nore of a human testing.
We call it UAT which neans user acceptance testing.
Menbers of the call center group, ny team |IT wll
really, you know, for |lack of better terns, try to
break that feature, that enhancenent to see if it's
causi ng any other issues or we see any issues wth
that particul ar enhancenent.

Once we are satisfied that all the
features are working, you know, in accordance with
t hose business requirenents we created at the
begi nning of the process, we'll then, you know,
ultimately slate it for, you know, an upcom ng

rel ease of MyWater.
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Q And are there any situations where the

Conpany may not be able to replicate an error that

the Conpany -- or that a custoner would see in
MyWat er ?
A Absolutely. And | think a couple of the

I ssues that M. Mriarty did bring up are great
exanpl es where, you know, in sonme situations |ike
with bringing in data fromlive systens, that's not

al ways available in our testifying environnents, you
know, where we won't see certain anonalies, you know,
present thenselves during the testing process. So we
may not technically be aware or it mght be nore of a
corner-case issue that we did not have, you know,
cause to understand during the testing pieces.

W always try to go back and under st and,
you know, we have a fix later on for sonething we
develop and try to, you know, make that testing
process ultimately nore robust to catch those issues,
you know, goi ng forward.

Q And can you provide us a specific exanple
that M. Mriarty brought to our attention?

A. Yes. So M. Moriarty brought up a display
I ssue on the 24-hour report where certain hourly
reads were show ng as 5E-324. |t's a unique

situation where in the live environnent, we did not
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have that specific data yet in the |ayers beneath the
back-end systens to showinto M/Water. So really
what that nmeant is that that neter read at the
present tinme was pendi ng.

So what we did is we understood -- did
sone cause analysis with our technical teans, went
through the full process of, you know, creating the
busi ness requirenent to fix it, understanding the
techni cal details, devel opi ng and goi ng t hrough
testing to nake sure that that issue, that anomaly we
won't see goi ng forward.

Q And when is the Conpany goi ng to address
t hat issue?

A We're | ooking to depl oy an enhancenent
within the next two weeks to correct where, you know,
the custoner may see that scientific notation being
di spl ayed on the 24-hour report.

Q And just to sunmarize, that scientific
notation i s occurring because the Conpany does not
have a read yet for that specific tinme period?

A That's correct.

Q M. Mriarty also indicates that 9 out of
the 31 days had m ssing data essentially in M/Water.
Can you explain why that occurred?

A. Absol utely. So because we care for, you
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know, the display of different neter data types
comng fromthe different head-ends that M. Ebbeler
expl ai ned before with Badger, with Neptune, Aclara
and a few others, they all cone into basically one
spot where MyWater basically uses that data, takes
that, and that presents that to the custoner.

We found in sone cases, |ike where he went
in, out of, you know, 31 days of the nonth and 9 days
he wasn't able to see that, the data was being
overwitten which rendered, when he | ooked at that
report, it would say No Data Available. That's
sonething we've -- we've understood for sone tine.

We have been working with all of our IT departnents,
the data departnent, and the back-end departnents to
understand how to bring that data in, basically split
It out so there is no overwiting that woul d be
occurring in the future. W took a couple of steps
in March and April to correct that, but there's a few
nore pieces that we have to deploy. And we're
| ooking to make those changes again within the next
coupl e weeks to correct the issues that M. Miriarty
di d see when he | ooked at his report in the nonth of
Jul y.

Q M. Mriarty also indicates that it

appears the daily negative adjustnents were occurring
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on the 29th day of the 30-day reports. Could you
explain that in greater detail ?

A. Sure. So with the 29 days in the usage
appearing to be basically cut off, you know, it
| ooked to the custoner when he | ooked at the usage,
that the data was bei ng negatively adjusted. What
was really happening here was that that usage was
showi ng, instead of 30 days, it was actually a
rolling 29-day window. So in essence when you | ook
back at that 29 day, depending on what tine the

custoner | ooked at the data, it could appear to be

connected to the, just the usage overview screen of
MyWat er .

So what we did again, as | nentioned
before, the depl oynent process when we do a new
feature. W went through really understandi ng what

the issue is, creating the requirenents, doing the

the end of January 2025.

Q M. Mriarty also indicates in his
testinony that the Conpany has yet to describe how
this programquirk affected the neter readings for

the 29th day or any day. Wre neter readings

cut off and then it would show a negative from-- if

the custoner | ooked at it |like the day before. |It's

testing. And that's sonething we did correct back at
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I npacted by this issue?

A No, they were not. And | believe as
M . Ebbel er described before, the neter reads still
wor k, you know, just |ike the odoneter on a car based
of f the beginning and end period of that billing --
billing cycle. So really that display usage being
cut off was only limted to the usage overvi ew screen
wi thin MyWat er.

Q And it was not connected at all to
billing?

A It was not connected at all to billing
what soever .

Q M. Mriarty also indicates that he showed
zero usage on July 13th and 14th. Can you explain
why that occurred?

A Yes, absolutely. So if we did not obtain
neter reads for a certain tine period, after three
days of basically trying to get that usage for those
specific days, M/Water is basically showng -- the
usage overvi ew screen was show ng zero for those days
where we did not have an exact read fromthe neter.
That went through the cellular network and down into
the systeminto the back end. So what the custoner
was seeing was zero usage on the 13th and 14th of

Jul y.
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So what we have been working on, and we've
known this for sone tine, we've also had this
f eedback cone in through our CCAs and a few of other
internal partners. W've identified what the issue
was. And again, we're |ooking to make a change
within the next two weeks to correct that. If we
don't have usage for a certain period, we wll be
using an allocated read. So let's say on the 12th of
July we had a good read that canme in through the
network and on the 15th, we have anot her read, but we
don't for the 13th and 14th. Because it still works
just |ike the odoneter does on your car, we wll
al l ocate the usage for that period where we don't
have exact read fromthe device itself com ng through
the system

Q Now, you nentioned that the Conpany al so
becane aware of this issue through the CCAs. Can you
wal k us through the process the Conpany uses if a
guestion arises froma CCA about MyWater?

A Absol utely. So when our CCAs, you know,
have a question that they can't articulate or
understand or, you know, feel that there's sonething,
you know, else that they need to kind of escal ate,
what they'll do is the CCAs will talk to their

supervi sors to understand the issue, nake them
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understand the issue. W have a chat set up with
sone technical experts. So if the supervisors don't
have a solution for the CCA to offer while they're
talking to the custoner on the phone, they'll
escalate it to the chat to get alittle bit nore
clarity fromthe folks on ny team or sone of the
proj ect managers or even the |IT team

Fromthere we can coll ect that feedback
and determne if, you know, there's sonething el se
that we need to look at fromnore of an IT
perspective to fix the custoner issue.

M5. COLEMAN:. Thank you. At this tine the
Conpany has no further rebuttal questions.

JUDGE WALKER: Staff, do you have any
Cross-exam nation?

M5. KERR: | just had -- | just had a
coupl e questi ons.

CROSS- EXAM NATI ON
BY M. KERR
Q In your -- in your testinony you talKk
about certain upgrades that are being made in August
of '25. Wre those upgrades made, or have they --
are they being nmade?
A They are being nade. So they're pending

right now W're, you know, again like | talked
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about, the -- the life cycle process of doing the
enhancenents, we're still doing the universal
acceptance testing on that to nmake sure that the
data's right such as the usage overview screen; we're
correcting sone of the anomalies that |ike
M. Mriarty did see in his 24-hour downl oad. Those
changes will be made and depl oyed to production, you
know, hopefully by the end of this nonth if not
within two weeks.

M5. KERR | don't have -- | don't have
any ot her questions.

JUDCGE WALKER:  Thank you. O fice of
Publ i ¢ Counsel, cross-exam nation?

M5. MARTIN.  Yeah, | have a coupl e of
clarifying questions.

CRCSS- EXAM NATI ON
BY M. MARTI N
Q So -- pardon ne. So it sounds as though

you' re nmaking inprovenents currently, there have been
a lot of inprovenents that the Conpany has nade.
Does that -- so does that nean that everything that
has since been inproved or addressed was not to
the -- was to Muriarty's -- M. Mriarty's conpl ai nt
was not to the standard that it is nowor that it

w il be?
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A. | woul d say, you know, in that case
partially right. |It's a continuous process and, you

know, we don't have the ability to fix everything at
once. So as we have the feedback, you know, such as
what M. Mriarty provided us, you know, we've been
wor ki ng on those various inprovenents. Sonme have
been nmade, and sone are still yet to be put into
producti on.

Q So for issues such as the 29-day neter
reading, things like that, do your CCAs have the --

have access to the technical information regarding

the -- those sorts of questions from custoners?

A Can you -- can you restate that? [|I'm
sorry.

Q You spoke at one point about how there was

sonething that M. Mriarty was having an issue wth,
and your explanation was there was a 29 -- the system
was doing a 29-day neter reading rather than a 30-day
meter reading. For the custoner -- for the CCAs, do
t hey have access to those technical details about the
app that they can explain to custoners?

A. They -- they do. So anytine you nake
changes to MyWater, all of our CCA groups are aware.
They -- they get release details that are

di ssem nat ed t hrough, you know, news you need to know
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and various channels that we communi cate to our CCAs
about updates to MyWater.

The other piece too, it's -- you know, you
nmentioned 29 day neter reads. It's really just the
usage chart. That had no effect on the actual neter
reads itself; it was just the actual display for the
custonmer when they were logging into Mf\Water to see
t hat usage.

Q Right. And I'mspecific -- whenever |'m
referring to neter reads, | amspecifically talking
about what is displaying for the custoner since --

A Sur e.

Q And do you know how -- how nmuch noney the
MyWat er app costs?

A | do not have that detail, no.

Q Ckay. But it was an expense that the
Conpany paid and possi bly earned return on?

A | -- | can't answer that question. The
only thing | could really answer in terns of spend in
terms of MyWater is the new enhancenents that we nake
and the governance process that we have in place to
determ ne the cost/benefit analysis of that
secondhand spend.

Q Ckay. And so it's been clarified that
the -- that the display on the My\Water app is not
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necessarily what a custoner's being billed and for
vari ous reasons could be incorrect. |Is that -- or
need to be adjusted. |Is that correct? And it has no

effect on the bhill?

A It has no effect on the bill.

Q Ckay.

A That's correct, yeah.

Q And so is -- so if you were a custoner and
you wanted to be absolutely sure of your bill, what

woul d you do?

A So the inprovenents we're making to the
usage overview in M/Water, you know, we're confident
that once we're conplete wth the general group of
changes including the changes we're going to be
maki ng this nonth, we'll provide the custoner with
the best avail able view of their usage.

W are -- you know, we've gone through the
testing on this. |It's been on, you know, really the
road map for sone tinme since we've seen these issues
and we' ve had the feedback from custoners |ike
M. Mriarty to make the inprovenent. So that when
they do | ook at that usage overview, it'll be the
best available for the custoner to see and hel p nake
deci si ons about their usage.

Q And, but those inprovenents were not in
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exi stence at the tine of M. Mriarty's conplaint?

A. They were not, no.

Q And, but if you -- since the bill and the
di splay don't necessarily show the sane thing, what
Is the best way for a custoner to ensure that the
anount that they are seeing in M/f\\Wter is going to be
the anount that they are billed and/or how do they --
et me put it another way.

| f a custonmer wanted to be absolutely
positive of their water bill, what would they do?

A They -- they have the ability to -- |
mean, the usage overview, to go in there, to | ook at
that. Again, that's -- you know, we're still making
the inprovenents, but, you know, the -- we wll be

updating that again to show the custoner the exact

usage details. |If we don't have a read for a
particul ar period, we'll be show ng the allocated
reads. So once -- once we're done with those

changes, the custonmer wll have a better way to
sel f-serve and see that usage.
Q But woul d you advise a custoner to check

their physical neter to nake sure that the neter and

the bill -- that their expectations will neet the
reality?
A. |f the custoner wi shes to do that,
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absol ut el y.

Q So it mght be a problemif a bill [sic]
Is under a grate and the custoner has a broken foot?

A That -- that mght be -- that m ght be an
I ssue, yes.

Q Ckay. And there's nothing in the M/Water
app that would fix the broken foot or the heavy grate
that they have to lift. |Is that --

M5. COLEMAN:. (bj ection, your Honor,

rel evance.

JUDCGE WALKER: Rel evance to what ?

M5. MARTIN. | was asking what -- what
woul d be -- what would the app do in such an
I nst ance.

JUDGE WALKER: |I'mgoing to sustain the
obj ecti on.

M5. MARTIN. That's fine. | think | am

finished with ny questions.
JUDGE WALKER® M. Moriarty, do you have
questions for this wtness?
CRCOSS- EXAM NATI ON
BY MR MORI ARTY:

Q May | call you Derek?
A Absol utel y.
Q Der ek, on page 8 of your direct
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testinony --
A M. Mriarty, can you speak into the mc?
Q On page 8 of your direct testinony, you've
got a footnote 1. |If you refer to your rebuttal

testinony in Case WR-2024-0320, is that your

testinony in the Conpany's recent rate case?

A That would -- that is -- that is correct.

Q Do you have that testinony with you today?

A. For the rate case, | do not.

Q | could read the -- |I've got two copies,
your Honor, that |'ve made for this. | can give one

to the Staff and one to the Conpany. And | can share
the one I've got with the Ofice of Public Counsel.
JUDGE WALKER: | think that's acceptabl e.

| have a copy, and I will share it with the

Comm ssioner. |If we're going to have exhibits for
this afternoon, | would encourage you to make copi es
for -- so that they're available for the parties, the

Comm ssi on, and ne.
BY MR MORI ARTY:

Q "Il read it to you, Derek. On page 6 of
your testinony under Call Center Findings, roman
nuneral 3, you refer to an audit. | think it was --
you called it a call center audit. Do you recall

t hat ?
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A. | -- | do, yes.

Q |s the call center under the control of
your enployer, Anmerican Water Wrks Service Conpany?

A The call center is part of our custoner

service group which is under the service conpany,

yes.
Q So M ssouri-Anmeri can Water Conpany doesn't
have its own call center. |Is that correct?
A. That's correct.
Q Ckay.
A It's a -- it's a group, as M. Ebbeler

descri bed before, it's a group call center. That's
part of the |arger organization that serves all of

our footprint.

Q Okay. Who perforned that audit?

A | do not have the details of who perforned
the audit.

Q Do you recall when it was perforned?

A | do not have the dates in front of ne.
Sorry. | can't answer that.

Q Do you know if that audit addressed what

the Staff refers toinits Staff report as
unexpectedly dropped calls?
A | believe the audit did speak to an issue

we were having with dropped calls, yes.
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Q The audit did?

A. Yes.

Q Do you recall what those findings were?

A Of the top of ny head, | cannot recall

exactly what the audit concluded in terns of that. |
can speak to the fact that, you know, with regard to
the call center and how we handl e our calls, you
know, many i nprovenents have been made in the call
center technol ogy that we've enployed that all of our
CCAs use to better service the custoners. It's nore
reliable technology. The agents have a | ot nore
control and access to information that's provided
t hrough our newer call center technology that we' ve
i npl enented in |ate 2024.

Q |s that a termthat was devel oped within
t he Conpany, unexpectedly dropped calls?

A Not to ny know edge.

Q | think the Staff in its report referred
to four unexpectedly dropped calls with just ne in a
peri od of probably not a year. Does that seemli ke

an unusual ly | arge nunber of unexpectedly dropped

cal | s?
A. | -- I wouldn't be able to answer that one
either. | don't know what -- what an average, you

know, what an average dropped call was at that
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particul ar tine.

Q Ckay. On page 6 of your rebutt al
testinmony in the rate case, you discuss an
enhancenent that you call Intelligence Virtual
Assistant, IVA. And on page 19 -- I'msorry -- on
line 19 of that page 6 you indicate that IVA -- this
Is a quote -- |IVA can use custoner data and past
I nteractions to personalize and continue to inprove
experi ence, custoner experience while the back-end
I ntegrations provide a snoother path to resol ution.

What is the back end?

A. So the back end is that the call center
technol ogy we've inplenented. So the call center,
you know, system that |IVA is connected to our
cust omer system of record which is S&. Wen a
caller calls in, we wll verify the caller through
the automated technology. And if that caller does or
custoner gets to an agent, the IVA technol ogy w |
pass that -- those details automatically to the agent
so the informati on would pop up to the agent and the
agent has a better experience and a better experience
for the custoner when they call in because sone of
that verification process has been predone. And it
gives the -- arnms our agents with nore information

about trends and better service that custoner.
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Q Does that in -- does the custoner data
I nclude the current MyWater records for that specific
custoner that the CCAis talking to?

A M. Mriarty, what do you nean the My/Water
records? What are you referring to specifically?

Q The water usage information that's
provided in MyWater that creates the 30-day report,
the 24-hours report, the 12 nonths and 36 nonths, |
think there's a 24 nonth. The data that's in
MyWater, is that provided in the custoner data that
the | VA provides to the systenf

A VWhat the IVAw Il do is basically bring up
the custoner record for the agent. The agents al so
use MyWater as well when a, you know, a custoner
calls in. So the IVAis basically integrated to
M/Water. It will bring up the custoner's account.
And on the page that, you know, our agency, it's
al nrost akin to what you would see if you |logged into
your account today. So they would be able to see

usage details as part of that.

Q So CCAs do have access to MyWater records
for that custoner?
A Yes, they do.
Q When was that capability initiated?
A. The 1 VA technol ogy was inplenented | ate
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| ast year. | don't have an exact date.

Q And are you saying it included the MyWat er
Information fromday -- fromthat day, fromthe
initial |ate 2024?

A The usage information, the agent would

normal |y be able to see, you know, even prior to the
I npl enent ati on of | VA
Q Do you have data -- Staff data
request 00017
M5. COLEMAN.  Your Honor, if | may, Derek,
you'll be able to find that information in our

internal files --

THE WTNESS: | do have it.
M5. COLEMAN:. -- under -- okay.
THE WTNESS: Yeah. | was just getting

it up here, yep.
BY MR MORI ARTY:

Q And specifically the first question, we'l|
go to page 3.
A When | ook at 001, I only see -- it's

a -- this is a data request dated February 3rd, 2025.
And what | have her says, Please provide all notes
and accounts for M. Mriarty's account |ocated at --
| ocated at your address from 1/1/2023 to current.

M5. COLEMAN. Derek, you're going to need
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to look at the attachnment to that response.
THE WTNESS: Cot it.
BY MR MORI ARTY:

Q Page 3 of that attachnent.

A. One second. Yes. |[|I'mon page 3 of that
attachnment.

Q Al right. Wuld you read the very | ast

| ine on that page?

A | explained to the custonmer we cannot see
the daily usage and that the website is only info
that will show daily usage. Custoner requested

supervi sor.

Q So | assune the website she's referring to
there is MyWater?

A Correct.

Q But she says she can't see the data.

A. That's correct. And | can't explain why

this custonmer service agent wasn't able to | ook at
the daily usage on that day and provide that to you

when you called in on June 19 of 2024.

Q Can you go back one page to page 2 of 16?
A. Yes.
Q And read the second-to-last line on the
page.
A. | advised BP we cannot see daily usage.
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Wuld like to speak with soneone el se.
Q So that -- that person, that CCA is also
telling ne that she can't see MyWater.
A Correct.
| s that correct?
That's correct.
So that's --
What - -
Go ahead.

> O > O > O

| was going to say what | can tell you is
t hat what we've done with our call center group is
definitely reinforce the capabilities that custoner
have access to through self-service just |like the
daily and nonthly usage charts available in MyWater.
W' ve done, you know, |earnings and conmunications to
refresh all agents about those capabilities.

Q Ckay. Back to your rebuttal testinony on
page 17, line 17 and 18, you have a section headed
Custoner Conplaint and MyWater, in which you state
starting on line 17, The Conpany does not believe the
rate case i s the appropriate venue for discussion --
thi s di scussion.

And following that starting on |line 18,
you continue that, American -- M ssouri-Anmerican

Wat er Conpany will specifically address the
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al l egations within the conplaint in the response to
t he conpl ai nt.

When you refer to conplaint, are you
tal ki ng about the formal conplaint that is at issue

in this case?

A That woul d be correct, yes.

Q Had you reviewed ny conplaint prior to
filing that previous rebuttal testinony on or --

A. Yes, | have.

Q On or about January 24t h?

A | -- yes. Absolutely.

Q Wul d you consi der the response to a

conplaint you're referring to in the previous
rebuttal testinony to the answer to conplaint filed
by the Conpany in this case?

A | -- 1 would -- | believe, yes. Yes, |
do.

Q So the answer to the conplaint was the

Conpany's first opportunity to formally address the

I ssues raised in the formal conplaint. |s that
correct?

A |"'mtrying to draw the tineline in ny
head, but | -- | believe so.

Q It was nmy first opportunity. Wy do you

think there's |l ess informati on about the formal

888-893-3767 Lexitas operates in all 50 states and is licensed where required. LEXITAS
www.lexitaslegal.com Nevada Registration #116F - California Firm Registration #179




© 00 N oo o b~ w N B

N N NN NN B B R R R R R R R
o A W N P O © 0 N O U0 M W N B O

Transcript of Proceedings
August 28, 2025 Page 104

conpl aint issues in the answer to the conplaint than
in your rate case testinony for which you said the
Conpany does not believe the rate case is the

appropri ate venue?

A At the tinme of when we were preparing our
responses for the rate case, | believe that was in
March of this year. | believe, you know, sone of the

statenents you provided in your formal conplaint and
observations, sonme of themwere new. And | believe
we wanted to, you know, take sonme nore tine just to
dive into it outside of the rate case. But we did --
we did address sone of the issues that you did bring
up within the bounds of the rate case as wel |.

Q But not in the answer to the conplaint.

|s that correct?

A Not in -- not in the answer to the
conpl ai nt .
Q On page 19 of your previous rebuttal

testinony on line 9 you state, G eenwich Mean Tine

whi ch has a si x-hour difference fromthe Central Tinme

zone.
s MyWater a purchased software package or
Is it --
A It is not --
Q -- custom desi gned?
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A. It 1s a customdesi gned application.
Q By a consultant?
A. It would be -- it would have been a m x of

consultants and internal resources.

Q And what departnent or function within the
Conpany was responsi ble for the original design
speci fications?

A. Cust oner service departnent.

JUDGE WVALKER: M. Moriarty, it's noon.
| would like to take a |unch break for everyone,
particularly for the court reporter. Do you have a
| ot nore questions, or can we go to lunch and cone
back?

MR, MORIARTY: | have | think a lot nore
for this wtness.

JUDGE WALKER: Ckay. So would this be a
good tine to take a break?

MR. MORI ARTY: Yeah, | think so.

JUDGE WALKER: Ckay. Two housekeepi ng
t hi ngs before we | eave. Wuld you |like to admt data
request 0017

MR. MORI ARTY: Pl ease.

JUDCGE WALKER: Are there any objections?
Heari ng none, that will be admtted.

(Conpl ai nant Exhibit 8 was adm tted and
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made a part of the record.)

JUDGE WALKER:  And al so may | see the
rebuttal testinony that everyone is referring to.

MR, MORIARTY: | can enmail you a copy to
if you'd I|ike.

JUDGE WALKER: That woul d be marvel ous.
M. Mriarty, would you like to admt this testinony
as evi dence?

MR. MORI ARTY: | think so, yes.

JUDCGE WALKER: Are there any objections
to Derek Tarcza's rebuttal, surrebuttal and
sur-surrebuttal testinony behalf of M ssouri-Anerican
Wat er Conpany being admtted? Hearing none, we wll
admt it. GCkay. And now we're going to break for
| unch and cone back at 1:02. It wll be No. 9.

(Conpany Exhibit 9 was admtted and nade
a part of the record.)

(O f the record.)

JUDGE WALKER: Ckay. W're going to go
back on the record. And we will continue with
M. Tarcza's testinony. M. Tarcza, you're still
under oath. And let's continue. M. Moriarty.

MR. MORI ARTY:  Yep.

JUDGE WALKER:  Go ahead.

BY MR MORI ARTY:
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Q Derek, we were tal king about the M/Water
application --

A. M cr ophone.

Q How s the weat her over there?

A It's great.

JUDGE WALKER: It's always great.
BY MR MORI ARTY:

Q Derek, we were tal king about the M/Water
application, and | nade the -- | think I made the
comrent about | |earned nore in your rebuttal

testinmony which you said was not the proper venue
than | have in -- in these proceedings so far. So

| ' m appreciating your availability today.

A You got it.
Q | think the |last question | asked was
sonething to do wwth IVA. No, I'msorry. | asked

you why do you think there was less information in --
about the formal conplaint and the issues to the
answer to the conplaint than in your rate case
testinony in which you responded you need -- they
needed tinme to review. But you had less tine to
review in the preparation of that testinony. |Is that
not correct?

A. | think in the preparation of ny

testinmony, you know, we continually have been
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| ear ni ng and wor ki ng on, you know, the issues that
you've reported in MyWater. So at the tinme of the
rate case we only had a little bit of anecdotes
about, you know, sone of the, you know, issues you
wer e observing and experienced through the usage
portal in MyWater. So | think with this testinony,
right, we -- we tal k about, you know, the issues
ranging fromthe G eenw ch Mean Tinme to other issues
you' ve seen in the anomalies with the usage dat a.

Q But that's nmy whole point, in that you had
less tinme to prepare for your rebuttal testinony, but
yet you provided nore information than |'ve been able
to get about MyWater --

M5. COLEMAN:. (bj ection, your Honor; asked
and answer ed.

JUDGE WALKER:  Let's let himfinish his
guestion before you object please.
BY MR MORI ARTY:

Q Up to today, so.

M5. COLEMAN: (nj ection, your Honor; asked
and answer ed.
JUDCGE WVALKER:  |I'mgoing to overrule it.
THE WTNESS: Well, | -- 1 disagree.
thi nk again, right, so even wth the rebuttal

testinmony, there were issues that we continued to
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wor k on, you know, that ranged back to, you know, the
March, April tinme frame, you know, issues that we've
been planning to work on that we've devel oped t hat
we're actually, you know, |learning and then trying to
get this -- these issues over to production, right.
So | think sone of the things you addressed in, you
know, your testinony, we countered with, you know,
sone of the answers that were in ny rebuttal, which |
think were on point with a lot of the issues we've
been worki ng on since we net together when you cane
to the office in, | believe it was in March. Right?

BY MR MORI ARTY:

Q That sounds about right.
A Yep.
Q | think you said that custoner serve -- or

responsibility for the design specifications for

M/Wat er were under the responsibility of custoner

service. |Is that correct?
A That's correct.
Q And custoner service is not under your

control at Anmerican Water Wrks Service Conpany?
A. | amnot directly responsible for the

custoner service team no.

Q Thank you. \What departnent -- or is
custoner service still responsible for the ongoing
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changes to the design progranf

A Custoner service is still responsible for
the changes to -- changes and enhancenents to
MyWat er, vyes.

Q And where does the primary responsibility

for testing those changes |ie?

A It -- it's actually, you know, it's shared
responsibility. Sonme of the responsibility is wth
our |IT departnent, sonme of the responsibility is in
ny departnent, and another piece of the

responsibility is wwthin the actual custoner service

gr oup.
Q Wiy was Greenw ch Mean Tine used at all in
MyWat er ?
A G eenwi ch Mean Tinme was used and, you

know, really, you know, this goes back to when we

i npl enented the usage charts, you know, that go back
to -- you know, that display the AM C4E, the
back-end data for your smart neter and MyWater. One
of the issues we didn't discover because of sonme of
the issues with -- wth testing of data and when
we're loading into data into the system we weren't
initially able to pick up that it was displaying in
the Greenwich Mean Tine tinme zone.

Greenwi ch Mean Tine is usually used for
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systemtine, and the default was set to G eenw ch
Mean Tinme. We |earned about that issue of the
Greenwich Mean Tine in |ate Cctober of 2024, and we
began wor ki ng on changes to correct that starting in
Novenber of 2024.

Q Actually I'm on page 19 of your rebuttal
testinmony, line 10. | think you nade a statenent
that really gets to the crux of this whole data
I nconsi stency issue. Do you have that? Let ne read
that. Let ne read it to you.

A Ckay. Yep.

M5. COLEMAN:  Your Honor, if | may, Derek,
he's referring to your rebuttal testinony in the rate
case.

THE W TNESS: Ckay.

M5. COLEMAN: On page 19 of that rebuttal
t esti nony.

THE WTNESS: Cot it.

JUDGE WALKER: M. Moriarty, is that
correct that you --

MR MORI ARTY: That is correct.

JUDCGE WALKER: -- want himto | ook
at 197
MR. MORI ARTY:  Yes.
JUDCGE WALKER:  Ckay.
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THE WTNESS: M. Miriarty, do you want
to read that aloud for ne if you don't m nd?
BY MR MORI ARTY:

Q Yeah, | will. Line 10 you -- you say, As

a result of the tinme zone difference between the
nmeter data and the logic used in the rolling w ndows
to cal cul ate usage, the oldest day is -- of usage is
cal cul ated using only 18 hours of usage.

Can you expand on that, because that seens

to ne to be the crux of the whole entire i ssue?

A So when we -- we when we tal ked about the,
you know, the -- the neter data and rolling w ndow of
that 18 hours, right, | think when we created the

rebuttal testinony, that was accurate in the fact
that the G eenwich Mean Tine, because it was off by I
guess it's approximately six hours, your data was
show ng, you know, with only 18 hours of data for

t hat 24-hour period.

Once we corrected that in March of this
year, you know, it is displaying truly a 24-hour
period in accordance with your |ocal tinme zone.

Q How many -- how many hours in a G eenw ch

Mean Tinme day?

A. It's -- 1t is 24 hours.
Q So are you saying the neter data was on
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G eenwich Mean Tine? That's the neter base. Is that
the -- is that the head-end cl oud?

A. The nmeter data is right. And the neter

data real technically was not in G eenwich Mean Tine.
It was the display in ny MyWater that was picking up

that data and interpreting it as G eenwich Mean Ti ne.

Q So the neter data is transferred to the
head-end cloud. Is that correct?

A Correct.

Q And is the data on that cloud represented

in Geenw ch Mean Tine?

A That is not -- that is represented in the
| ocal tinme zone. After it gets to that -- that, you
know, the neter data managenent system there's a few
nore steps that data takes to get to MyWater. It's
ingested in like a local, |Iike a system database
whi ch then M/Water | ooks at, takes that data and
noves it over so you can interpret that and can | ook
at that data through M/Water.

So the way it was pulling it out of the --
the cloud, the neter data managenent systemin
still -- was still correct, it was just between
the -- our database to basically store and | ook at
that and have M/Water interpret that data. That's

where the issue |ied.
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Q So you're saying the G eenwich Mean Tine
I ssue wasn't introduced until the MyWater app?

A. The Greenwi ch Mean Tine issue was
i ntroduced when we went live with the viewi ng of data
fromthe MDM -- the nmaster data -- neter data
managenent system That was the very end of 2023,
Decenber of 2023.

Q So the meter data that's stored on the
head-end cloud, that's nultiple tinme zones, isn't it?
| nmean, how many cl ouds -- how many head-end cl ouds

does the Conpany have? Just one?

A. For head-ends?
Q O do you have one for each operation?
A There's nmultipl e head-ends dependi ng on

whi ch area you live in, which type of neter you have.

Q So does M ssouri --

A That data --

Q |'msorry, go ahead

A. Yeah. There's multiple, right. It

depends on locality and/or the type of systemthat
you use.

Q So does M ssouri-Anmerican have its own
head-end cl oud?

A It depends which neter you have. Your

system you have a Badger neter at your house?
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Q Yes.
A And there's one -- there's a Badger

head-end that we have for the Badger neters to cone

into which is -- that's technically outside of
MyWat er .

Q Is all the data on that fromthe sane tine
zone?

A Dependi ng on where the custoner lives, it

would be in different tine zones.

Q So it could be multiple tine zones?

A (Wtness nodded head.)

Q And is it represented on that cloud in
the -- as it -- as the tinme zone of each particular
account ?

A It is. It is represented both in the

head-end and the neter data managenent system

according to your tine zone.

Q So the head-end has the proper tinme of the
dat a?

A That's correct.

Q And so | may have asked this question

before, but I1"mgoing to ask it again. So the
Greenwi ch Mean Tine issue didn't arise until the
devel opnent of the MyWater application?

A. MyWat er was devel oped and rel eased
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in 2021.

Q By who?

A. So -- by the Conmpany. W depl oyed MyWater
in 2021 for all custoners to use.

Q | s that Badger?

A It woul d have been -- you know, this is

before we had the Badger neters live. W have other
AM systens that were feeding in such as Aclara,

Nept une. There were sone Badger conponents as well.
W noved to a neter data managenent systemt hat

tal ked to those Badger and Neptune head-ends in 2023.
Once we went live with the neter data managenent
system that's when we deployed the feature MyWater
to | ook at that data and give that data to custoners
to |l ook at their usage.

Q So if |I hear you correctly and from
readi ng your previous testinony and the rebuttal
testinony in the rate case, the whole G eenw ch Man
Time issue is the result of not using tinme zones
consistently through applications wthin the conpany.
| s that correct?

A. The tinme zone issue was only limted to

just view ng of the custoner data within M/Water.

Q Wth what ?
A. Wthin the M/Water applications, only
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limted to MyWat er di spl ay.

Q Thank you for that. GCkay. On page 7 of
your direct testinony, line 11, you state, The
Conpany started working on updates to MyWater in
Novenber 2024 prior to M. Mriarty's conplaint.

Do you renenber that?

A Yes, | do.

Q Are you aware that M. Mriarty voi ced
conpl ai nts about MyWater in early 2024, if not in
| at e 20237

A | was not directly involved in those
conmuni cations prior to -- prior to the formal
conpl ai nt .

Q Are you aware that M. Mriarty had filed
a -- had a conpany field representatives to his hone

in May of 2024 and shared many of his concerns about
MyWater with them including the 30-days report and
the 24-hours report?

A | was not aware of that prior to your --
the entry for formal conplaint.

Q Are you aware that the reports submtted
by the field representative for that visit
specifically requested that a supervisor or |IT
associate with nore know edge on how t he system works

contact M. Jimand enlighten himon how -- on the
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system wor ks?

A | was not aware of that prior to your
conpl ai nt, no.

Q According to M. Ebbeler's testinony
earlier, the letter that I got from Canden, New
Jersey in late May 2024 he said could have actually
been generated by the |ocal office in St. Louis area.
| s that common?

A. That is common. | think M. Ebbeler did
speak to that, that those letters could be generated
either locally or, you know, through corporate.

Q Have you ever seen M. Moriarty's letter
that he sent to Canden, New Jersey in response to

that letter?

A | was not aware of that letter, no.

Q Ckay. Again, on your direct testinony,
page 7, you -- do you have that testinony ready?

A | do, yes.

Q On line 11 you say, The Conpany started

wor ki ng on updates to MyWater in Novenber 2024 prior
to M. Mriarty's conplaint.

So | just told you about, which you said
you had no know edge about, having representatives
to ny hone, field representatives to ny hone in My

of 2024 and they requested that a supervisor or IT
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associ ate with know edge about MyWater call ne, which
the call never cane. And followed by a couple

letters, one from Canden, New Jersey to ne and ny

answer to them which was never -- which | never
received a response. | nean, you weren't aware of
any of that. |Is that correct?

A Prior -- prior to your formal conplaint,

no, we were not aware of that.

Q Are you aware that M. Mriarty testified
at a public hearing on Novenber 12th, 2024 agai nst
the Conpany's request for a rate increase on the
basis of deficiencies in MyWater and the way he was
being treated by custoner service, including that he
had been hung up on so many tines by custoner
service, he believed it was part of their training?

Were you aware that he presented that testinony?

A In relation to when we started worki ng on
the updates to MyWater, no, | was not aware of that.
Q Was that testinony in Novenber of 2024 was

the sanme nonth that you started working on My/Wat er
updat es?

A. That's correct. W becane aware of
the issues with the G eenwich Mean Tine in Cctober
of 2024.

Q So nobody passed on to you ny nessage to

888-893-3767 Lexitas operates in all 50 states and is licensed where required. LEXITAS
www.lexitaslegal.com Nevada Registration #116F - California Firm Registration #179




© 00 N oo o b~ w N B

N N NN NN B B R R R R R R R
o A W N P O © 0 N O U0 M W N B O

Transcript of Proceedings
August 28, 2025 Page 120

t he general counsel at that sane hearing, that | had
a lot of problenms with MyWater and if -- sonebody

woul d just call ne, we could fix thenf

A | was --

Q You were not aware of that?

A No, | was not aware.

Q Do you have the formal conplaint with you?
A. | do.

Q Do you have Exhibit A?

A You said E as in echo?

Q No. A as in apple.

A A as in apple. Yes, | do.

Q Is this -- has this emai| been replaced or

corrected at any tine to your know edge?

A Yes. | think as M. Ebbeler indicated
previously, we -- the |anguage regardi ng M/Water and
usage has been changed.

Q Has it been sent out as an email to all
customers?

A | am not aware of that, no.

Q So you don't know if custoners have even
been notified of these changes?

A | -- I don't -- I'"mnot aware of any
conpany conmuni cation that went out to custoners

regar di ng usage dat a.
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Q Do you have data request 00277

A Yes, | do.

Q Can you turn to page 27

A Yes. G ve ne one second.

Q It discusses the wordi ng about possible

delay in the data related to MyWater reports
i ndicating that selected wording data may not -- may
not be real -- real-time. Due to sonme system

limtations, usage may be del ayed up to a 72-hour

peri od.
Did | read that correct?
A. Yes, you did. Yep.
Q Wiy were the words "naybe realized"

instead of is not? My not be real-tinme rather
than is not real-time. It's not real-tine ever, is
it?

A. It is in arrears, but it is accurate data
that we are working on, you know, being in the

system So this was the | anguage that we agreed upon

internally.

Q But the wordi ng says, May not be, and you
know it is not. |Is that correct?

A Yes.

Q And you also -- is not -- I'msorry. You

say, May be delayed. And the wording should be, WII
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be del ayed, isn't it?
M5. KERR: Asked and answered; objection.
JUDCGE WALKER:  Sust ai ned.
BY MR MORI ARTY:
Q Are you aware --

JUDGE WVALKER: M. Moriarty, give ne a

mnute. | need a mnute here please. | don't have
data request 2 -- do you want to admt that as
evi dence?

MR. MORI ARTY: Pl ease.

JUDGE WALKER: I's there an objection?
(kay. Hearing none --

M5. MARTIN. Is it data request 2 or 277

MR MORI ARTY: 27.

THE W TNESS: 27.

JUDGE WALKER: Ckay. 27.

MR MORI ARTY: Page 2.

JUDCGE WALKER: 27, page 2. Let's admt

the whole data request. So, Ms. Coleman, is it 00277

What is it?

M5. COLEMAN. That is correct, your
Honor .

JUDCGE WALKER: Thank you. OCkay. It wll
be adm tted.

(Conpl ai nant Exhibit 10 was admtted and
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made a part of the record.)
MR. MORI ARTY: My | continue?
JUDCGE WALKER: Pl ease.

BY MR MORI ARTY:

Q Derek, are you aware that this nessage is
not being included on the printed reports?

A Can you repeat that one nore tine?

Q Are you aware that this nessage is not
bei ng i ncluded on the printed reports?

A | am aware, yes.

Q It's displayed on the screen when the
report appears on the screen, but when you print it,
it doesn't show up.

A We -- our next release, that is one of the
enhancenents we're naking to the downl oaded reports
that include the nessage as well.

Q On page 4 or 5 -- 4 and 5 of your direct
testinony you di scuss features and custom access
functions wwthin M/MWater. |s it possible for
customers to reprint recent reports in My/Water,
especially the 24-hours report that nmay not have been
avai |l abl e a few days earlier?

A So the custonmer -- if |'m understanding
the question correctly, can the custoner reprint the

sanme report for that 24-hour period at another tine?
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s that --

Q Yeah.

A -- what you're asking?

Q It -- it has happened a nunber of tines,

the current data displayed has not been updated and
it goes nore than 24 hours or nore than a day, you
can't reprint that 24-hours report. You get the next
day's 24-hours report. So nmy question is would it be
difficult to add a feature that would | et soneone
reprint a prior day's 24-hour report?

A At the present tine, no, but we've
definitely noted this as a possible future
enhancenent for the system You know, again, this is
still, you know, the first iteration of, you know,

t hese types of, you know, AM, you know, usage

di splays in My\Water. You know, again, we're
continually working on inproving, you know, the
delivery and the custoner experience for this type of
data. And it's on our list of things to consider as
we nove along for the future.

Q On page 17, line 7 of your direct
testinmony, you discuss assistance with -- to
custonmers with questions about MyWater. At what
poi nt does custoner care hand off questions to | ocal

office representatives? | think you call that an
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enhancenent or accel eration process or sonething.

A A custoner service agent woul dn't
typically hand off sonething directly to the |ocal
market. It would go through the escal ation path
dependi ng on the type of question or type of issue
that nay be at stake. So, | nean, it could be a
variation of different paths that that question or
the escal ati on woul d take dependi ng on the nature of
t he questi on.

Q | s the escal ati on process conposed of
vari ous groups wthin the conpany, or is it
centralized sonewhere?

A It's centralized. And it's simlar to the
process | described before where if the CCA who's
tal king to the custoner on the phone, you know, has
an issue that they don't have an answer to, typically
they would -- they would talk to their supervisors.
And if it goes beyond that, then the supervisors,
depending on if it's a MyWater type of question or
I ssue, they would relay that to the -- our group
who it would be a chat online, it would be chats
internally to talk, to find other answers and, you
know, al so connect with, you know, either ny team or
the I T departnent or other teans that nmay have

answers to that.
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If it's something operational in nature,
you know, it may go fromthere to the | ocal market,
but it would definitely go through an escal ati on
path, at |east going to the supervisor who may have,
you know, additional know edge that the particul ar
CCA on the phone may not have at that particul ar
noment .

Q What's that group or departnent call ed,
escal ation or?

A It's -- it's still wthin -- within our
customer service group.

Q Custoner service. The 27 -- |'msorry.
The 24 hours and the 30-days report which | use

nostly are never date and tine stanped. Wy is that?

A The -- the tine stanp that you download is
inthe -- it's actually in the file nane. So when
you downl oad those files, it wll be part of the file

nanme of the download in your downl oads fol der.

Q Way not print it on the report?
A Qur --
Q | realize that | may not print it for a

day or two after | display it.
M5. COLEMAN:. (nj ection, your Honor, asked
and answer ed.

JUDGE WALKER:  Sust ai ned. Pl ease ask a
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different question, M. Moriarty.
BY MR MORI ARTY:

Q The critical tinme would be when it's --
when that information displayed at the request of the
custoner. That is the critical time, day and tine.
Wiy is not that not printed on the report?

M5. COLEMAN: (nj ection, your Honor, asked
and answer ed.

JUDGE WALKER:  Overrul ed.

THE WTNESS: What | can say there is
that we currently don't have that feature, you know,
avail able for the downloads. |It's sonething we could
| ook at for future rel eases.
BY MR MORI ARTY:

Q Well, it was one of the features suggested
in nmy formal conplaint, and |'ve yet until this
nmoment had it even addressed.

A And as | nentioned before too, you know,
all of the feature requests, we go through a
gover nance process and really fromthere we | ook at
cost benefit of the changes. W prioritize things
for My\Water with custoner feedback, w th other
projects, with other things that -- initiatives that
t he Conpany's doi ng.

So, you know, those feature requests are
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there, but we continue to prioritize to nmake sure
that we're, you know, doing the right spend of

capital investnent in these systens, you know, so
that we're, you know, being good stewards of that

rat epayer funds that go into devel opnent for these
systens going forward. So again, you know, things we
still wll consider for, you know, the future

rel eases and so forth.

Q Well, if you' re going to take that under
consi deration, please understand how | use it. The
first thing | do when | display a report on the
screen is | print it and | wite on there the day and
time | print that report which also tells ne the day
and tinme | requested that report. Because that's, to
me, is the nost inportant information you provide on
a report is as of when.

JUDGE WVALKER M. Moriarty --

BY MR MORI ARTY:

Q Wul d you agree with that?

JUDGE WVALKER: |'mgoing to stop you. W
need to focus on asking questions. And | would al so
caution the witness to only answer if there is a
pendi ng question. And, M. Mriarty, | apologize for
I nterrupting you.

BY MR MORI ARTY:
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Q On page 18, line 12 of your direct
testinony you indicate that there is no Comm ssion
rule that applies directly to MfWater. Are you
saying no rule applies to water usage?

A. For -- we're -- this is really around the
MyWat er application which is an opt-in service, you
know. Custoners have to opt in, they have to sign up
for MyWater. And it's a value added opt-in service

for the custoners to use.

Q Were el se can custoners get water usage?
A That's -- that is the place --
Q Current water usage.
A. -- where custoners would go to get their
usage.
It's MyWat er.

MR MORI ARTY: No nore questions.

JUDGE WALKER:  Any Conm ssi on questions
for this wtness?

MR. MORI ARTY: Thank you, Derek.

THE W TNESS: Thank you.

JUDGE WALKER:  Hearing none. Any
redirect? Al right. | just want to say --

MR. COOPER:  Your Honor, our pause was
just the fact we were just naking sure there weren't

any other cross-exam nation questions | guess for
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M. Tarcza before we nobved on.

JUDGE WALKER: | heard none. Do you have
sone?

M5. MARTIN:.  Yeah.

JUDGE WALKER:  Ckay.

M5. MARTIN. Well, not sone. | have
t hi nk one.

JUDGE WALKER: Ckay. Go ahead.
M5. MARTIN. It's a line. Ckay.
CROSS- EXAM NATI ON
BY M. MARTI N

Q So, M. Tarcza, you said that MyWater was
depl oyed in 2021. Correct?

A Correct.

Q And was there AM -- AM depl oyed before
t hat ?

A. AM was -- there was sone areas of AM

that were depl oyed before that in 2021
Q And were there any applications related to
that AM |i ke --

A There wasn't a --
Q Sorry.
A |"'msorry. | didn't nean to cut you off

there. But there was another application | believe

t hat was used, you know, that was external to -- to
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anything that American Water offered for the custoner
of fering.

Q Ckay. So the earlier AM didn't have any
sort of fusto -- fustonmer -- custoner facing

applications |ike M/Water deployed in 2021. Correct?

Sorry. |I'm--
A In MyWater there still was usage avail able
to look at for the custoner, but it wasn't -- it

wasn't real-tinme or near real-tine.

Q (kay. And did you do any sort of beta
testing programwith the My\Water app with maybe a
smal l er group rather than sending it to the entire
cust oner base prior to --

A In 20 -- in 20217

Q 2021, after 2021, before it becane live
across your service area?

A | -- 1 can't speak to prior to |late 2021.
| joined the conpany in Cctober of 2021.

M5. MARTIN. Ckay. |'mchecking to nmake
sure there was nothing else. GCkay. | think that
those were ny only questions. Thank you.

JUDGE WALKER: Okay. M ssouri-Anerican
Water, any redirect?

M5. COLEMAN. Is there any further

Cross-exam nati on?
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JUDGE WALKER: | assune if there was,
sonmeone woul d say sonething. Do you have anyt hing,

Carol yn?

M5. KERR: Yeah. | have a couple
guesti ons.

JUDGE WALKER: Ckay. Absolutely.
apol ogi ze.

M5. KERR No, that's okay. |'msorry.

JUDGE WALKER: | should go through the

| ist person by person, party by party. W shall
endeavor to do so.

RECROSS- EXAM NATI ON

BY M5. KERR:
Q Good afternoon, M. Tarcza. Now, if --
A Good afternoon.
Q | f a custoner, other than using the

MyWat er app, is there any other way that a custoner
can get their water usage information, |ike by
cal ling custoner service?

A Cust omer service would be able to provide
verbal ly over the phone what their usage is.

Q So -- okay. So even if they can't get on
to the My\Water app, they can still get that
i nformation by calling?

A Correct. Yep.
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M5. KERR: Okay. | don't have any ot her
questions. Thank you.
JUDCGE WVALKER: |I'm hesitant to ask this,
but redirect?
M5. COLEMAN:  Yes, your Honor.
REDI RECT EXAM NATI ON
BY M. COLENMAN:

Q You were just asked a question regarding
whet her or not a custonmer could get their usage by
calling custoner service. Could a custoner also view
their neter directly to obtain usage information?

A They can absolutely do so, yes.

Q | would like to clarify a few things
regarding the tineline for M/Water i npl enentati on.
You said that MyWater was introduced in 2021. As
part of that initial introduction to MyWater, were
t he usage charts available at that tinme?

A There were usage charts avail abl e, but
they were not connected to the type of data that we
have avail abl e today in MyWater.

Q And when did the usage charts becone
updated to what they are today?

A That update was |inked to MyWater in
Decenber of 2023.
Q In addition, you were asked questions
888-893-3767 Lexitas operates in all 50 states and is licensed where required. LEXITAS
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about the CCA responses fromthe June and July 2024
time period fromDR 001 indicating that there was a
| ack of awareness regarding the usage charts in
MyWater. \What has been done since June or July

of 2024 do increase CCA awareness about M/Water?

A W' ve done exactly that. So we've done
trainings. W've done refreshers. W've done what
we call catch the wave nessages that all the CCAs
| ook at on a -- on a very regular basis to just
really refresh the know edge that they have on how
AM works. W' ve done, you know, very, very sinple
flow charts to show, you know, what steps data takes
and why the custoner may see data in arrears of up
to 72 hours so that they have a better understanding
when they call in, if they have questions about
how -- how the system works and what data m ght they
be able to see, to better explain that to the
cust omers.

Q M. Mriarty also indicated that the
Conpany did not address the tine stanp issue raised
in his conplaint. Can you summarize all of the itens
t hat have been addressed in MyWater?

A So we'd start with nunber one, the
G eenwi ch Mean Tine. The G eenwich Mean Tine has

been corrected in March of 2023. So the usage does
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di splay at -- at the custoner's tine zone. So
M. Mriarty's in Central Tinme zone. That usage w |
marry back up to his actual usage in Central Tine.

The second issue that we corrected was
t he 30-day | ook-back issue where, you know, the usage
was being basically truncated on that 29th day. That
update was made in |ate January of 2025, so it shows
the full usage, the 30-day | ook-back chart, and
downl oads.

The ot her coupl e of changes we've nade as
well were, you know, we did nmake sone changes in
March and April this year to inprove the No Data
D spl ayed Found issues or Usage Unavailable in the
system W did nake an update in May of this year on
t he 30-day downl oad was only show ng 29 days, not to
be confused with the truncation issue. |t just
wasn't show ng that 30th day of data on the downl oad
report. That was corrected in late May of this year
as wel | .

We have a couple of other changes that we
did make going back to April again. Sorry, |'m out
of order froma chronol ogi cal standpoint. But we did
add the verbiage to the chart that data nay not be
real-time and nay be up to 72 hours in arrears in

sone cases. W're also nmaking sone nore changes with
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our next release as well. Nunber one being the --
M5. MARTIN. (Objection. At this point I
think that we're getting a little away from
rel evance. They're tal king about things that
happened after this conplaint as sonething that
happened earlier. So | -- | appreciate hearing all
of the updates; | just don't know how all of the
updates relate to what M. Moriarty was originally

conpl ai ni ng about whi ch was sonet hi ng that happened

in the past.

JUDGE WALKER: | agree. |I'mgoing to
sustain the objection. Are we -- have you conpl eted
your --

MS. COLEMAN.  One nonent, your Honor. At
this time the Conpany has no additional redirect.

JUDGE WALKER: Ckay. If there's no
recross, then --

MR. MORI ARTY: | have one | ast question
or two.

JUDCGE WALKER:  All right. M. Mriarty,
you can ask one | ast questi on.

MR COOPER W're going to object, your
Honor. | nmean, redirect is the |last round of w tness
testinony in these proceedi ngs for various reasons,

but | guess | would object to any nore questions at

888-893-3767 Lexitas operates in all 50 states and is licensed where required. LEXITAS
www.lexitaslegal.com Nevada Registration #116F - California Firm Registration #179




© 00 N oo o b~ w N B

N N NN NN B B R R R R R R R
o A W N P O © 0 N O U0 M W N B O

Transcript of Proceedings

August 28, 2025 Page 137

this point, but.

JUDGE WALKER:  Wel |, given that this
wWitness is in Barcelona, I'mgoing to allow this one
question and only one.

FURTHER RECROSS- EXAM NATI ON
BY MR MORI ARTY:
Q | presented to M. Ebbeler earlier today
two contact notes fromJuly 15th, 2024 and

June 19th, 2024. Do you have data request 00017

A | do.

Q Wul d you | ook at page 2 of that response?
A One second. Yes, |'mon page 2.

Q Wul d you read the second-to-the-last |ine

on the page pl ease.
A Resolution. | advised BP | could not see
daily usage. Wuld |like to speak with soneone el se.
Q And on page 3 --
M5. COLEMAN. (bjection, your Honor. This
I's several questions.
JUDCGE WVALKER: | agree. |1'mgoing to
sustain --
MR MORIARTY: Did |l ask -- did | ask
this wtness?
JUDGE WALKER:  Yes, M. Mriarty. You' ve

asked the questions that you all owed.
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MR. MORI ARTY: To this question?

JUDGE WALKER: To this wtness. So,
M. Tarcza, | amgoing to excuse you and just tell
you buenos tardes y gracias por su trabaj o hoy.
Di spruta Barcel ona.

THE WTNESS: G aci as.

JUDGE WALKER: De nada. Do we have any
nore w tnesses for M ssouri-Anmerican Water?

M5. COLEMAN. We do not, your Honor.

JUDCGE WALKER:  Thank you. Staff, would
you like to call your first wtness?

M5. KERR: | call Lisa -- | call Lisa
St ockman.

JUDGE WALKER: Okay. Ms. Stockman, woul d
you rai se your right hand.

(Wtness sworn.)

LI SA STOCKNMAN,
the w tness, having been first duly sworn,

testified as foll ows:

DI RECT EXAM NATI ON

BY M5, KERR
Q Good afternoon
A Good afternoon.
Q Coul d you pl ease state your nanme and spell

it for the record.
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A Li sa Stockman. L-i-s-a S-t-o-c-k-ma-n.

Q Thank you. And by whom are you enpl oyed
and what's your position?

A | "' m enpl oyed by the M ssouri Public
Service Commssion. |I'min the custoner experience
departnment. |'ma research data anal yst.

Q And have you prepared and filed testinony

in this proceeding, specifically direct testinony
dat ed August 5th, 2025 in question-and-answer form
which we can mark it as Staff Exhibit No. -- |I'm not

sure what nunber we're on.

JUDGE WALKER: | think we're on 11
maybe. 11.
BY M. KERR
Q 11, Staff Exhibit 117
A Yes.
Q And that direct testinony was filed as

confidential and as public?

A Yes.

Q Ckay. Do you have any changes or
corrections to nake to any of those docunents?

A. No.

Q And if | were to ask you the sane

guestions in those docunents today, would your

answers be the sanme or substantially the sanme?
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A Yes.

Q And are those sane answers true and
correct to the best of your know edge, information,
and belief?

A. Yes.

M5. KERR | offer Exhibit 11 into
evi dence and tender the wtness for cross-
exam nati on.

JUDGE WALKER: Any obj ections? Hearing
none, it wll be admtted.

(Staff Exhibit 11 was admtted and nade a
part of the record.)

M5. KERR: Thank you.

JUDCE WALKER: O fice of Public Counsel,
Cross-exam nation?

M5. MARTIN: No questions.

JUDGE WVALKER M. Moriarty, do you have
Cross-exam nation?

MR. MORI ARTY. Yes, nma'am

JUDGE WALKER:  You nmmy proceed.

CRCOSS- EXAM NATI ON

BY MR MORI ARTY:

Q May | address you as Lisa?

A. You may.

Q On page 5 of 16, you talk about, in your
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di rect testinony, you talk about the Staff's
I nvestigation. Did you participate in the

I nvestigation?

A. Yes.

Q What was your role?

A | was called SME. |'mthe staff expert
W t ness.

Q Under the -- in the first paragraph under

that subject, Staff Investigation, it states, After
receiving the formal conplaint, Staff spoke with
M. Mriarty on January 21, 2025, to discuss the
I ssues he rai sed.

Who fromthe Staff spoke with
M. Moriarty?

A | did, and I also had nmy coworker with ne.
Q And are there notes to that --

A. Yes.

Q -- interview?

A | took notes, yes.

Q So those are the only two people that were

i nvolved in that interview?

A. Yes.
Q Besi des ne?
A. Yes.

M5. MARTIN. M. Moriarty, you need to --

888-893-3767 Lexitas operates in all 50 states and is licensed where required. LEXITAS
www.lexitaslegal.com Nevada Registration #116F - California Firm Registration #179




© 00 N oo o b~ w N B

N N NN NN B B R R R R R R R
o A W N P O © 0 N O U0 M W N B O

Transcript of Proceedings
August 28, 2025 Page 142

BY MR MORI ARTY:
Q What's the best way to address questions
about the statutes or the rules? Do you know those

rul es of fhand, or do you need a copy?

A | have themw th ne.

Q You have thent?

A. Yes.

Q 20 CSR 4240-13.040, Inquiries reads --

poi nt nunber one reads, The utility shall adopt
procedures which shall ensure pronpt receipt through
I nvestigation and, where possible, nutually
acceptabl e resolution of custonmer inquiries.
What is the purpose of a water neter?
A To regi ster your water usage.
Q Does it include the need for a custoner to

manage wat er usage?

A They can if they choose, yes.

Q Does it include the need for a custoner to
confirmbilling accuracy as it relates to water
usage?

A. Yes.

Q Where do custoners of M ssouri-Anerican

Wat er Conpany get water usage?

A They get the usage from Metropolitan. No,
|"msorry, that's the sewer district. |'mnot sure.
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Q Well, the nmeter would be one source.
Correct?
A Ri ght .
Q Where el se can a conpany custoner get

I nformati on about their water usage?

A They can call custoner service. They can
al so use MyWat er

Q You're aware that two of the data requests
reveal ed that two contact -- custoner care agents
that had contact wwith M. Miriarty said they did not

have daily water usage?

A Correct.

Q Are you not aware of that?

A. | am

Q Shoul d custoners expect CCAs to have

information relevant to that custoner's account?

A Yes.

Q Wul d such -- has the Conpany filed such
procedur es?

A | believe so, yes.

Q And where are those procedures displ ayed

for the custoners? Are they anywhere?

A They shoul d be, yes. They should be in
the office and they're also on the website.
Q So the custoner would have to go to the
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conpany's office to understand the procedures about

wat er usage?

A. It's also on the website.

Q Whi ch website you tal king about, the
MyWat er ?

A. M ssouri-Anmerican Water's website.

Q There was things such as rights and

responsibilities, howto read your neter that at one
tinme were displayed as part of MyWater. | think it
was called custoner inquiries or sonething to that
effect. That's been taken off of MyWater. In fact,
| did not know where to find it until you responded
to an email | sent asking about it. And that's a
different -- that's a different -- conpletely
different website than MyWater, which | didn't even
know about and | assune nost custoners didn't know
about .

M5. KERR: (bjection. Is there a
guesti on?

JUDCGE WALKER: Do you have a question,
M. Mriarty?

MR MORI ARTY:  Yes.
BY MR MORI ARTY:

Q When was it noved from M/Wat er ?
A. That woul d be a question for the Conpany.
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| do not know.

Q Do you know why it was noved?

A. | do not. That would be a question for
t he Conpany.

Q Was it not part of the investigation?

A. No.

Q But you agree that custoners shoul d have

data about their water usage to manage their water

usage and to verify billing accuracy?

A Yes.

Q And if they're not provided that
information, doesn't -- isn't the Conpany in

violation of these rules?
A It is provided on their website and at the

conpany office. They also send it out to new

custoners.
Q Current date?
A The rights and responsibilities? 1Is that

what we're tal king about, and custoner rights?

Q No. I'mtal king about all of this.
A They shoul d be.
Q But primarily the water usage. That's the

key for the custoners.

A Ri ght .
Q How nmuch wat er have they used.
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A How nmuch wat er has M ssouri-American Water
used?
Q No.
A O the custoner?
Q How nmuch has the custoner used that's been

supplied by M ssouri-Anerican Water?

A That's on your billing statenent.
Q Nowher e el se?
A You can get it off M/Water. You can call

custoner service,

Q The Staff report on page 7 of 16 reads as
follows. Let nme see if | can get that |ine nunber
reference for you. 1In the mddle of the page it
says, M ssouri-Anerican Water Conpany explains inits
response to DR 0015 that data transfer process occurs
three or four tines a day. Therefore, there is delay
in the hourly usage the custoner can view based on
when data is transferred. Typically there is a
four-hour delay in data availability for the custoner
to view their water usage.

|s that a true statenent?

A. That's the Conpany's response to ny data
request. It canme from DR 0016.
Q Did you accept that answer?
A. Yes.
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Q You didn't investigate further?

A. No, | did not.

Q Despite the formal conplaint?

A | did not, no.

Q Did not know what ?

A | did not investigate any nore.

Q On page 9, again in the mddle of the page

It says, Wiile listening to phone calls between
M. Mriarty and the Conpany, Staff observed cases of
four unexpectedly dropped calls.
How many total calls did the Staff |isten

to?

A | believe there were nine.

Q That's alnost half. And M. Mriarty had
conpl ai ned about being hung up on repeatedly. What

further investigation did you do?

A | didn't do any nore.

Q So you just accepted the Conpany's answer
that four unexpectedly -- unexpected dropped calls is
nor mal ?

A | did listen to the calls, but I could not

tell either. They didn't escalate to soneone hangi ng
up. And inreality, it does happen unfortunately
whether it's a cell phone or sonething else. But |

couldn't tell why the calls were dropped.
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Q But even though M. Moriarty conpl ai ned
about repeated hang ups, it didn't spark any
curiosity as to whether these were truly the custoner
bei ng hung up on?

A. | couldn't tell during ny investigation
that you were being hung up on, no. | don't know why
the calls were dropped.

JUDGE WVALKER: M. Moriarty, would you
like to offer the Staff report as an exhibit to be
ent er ed?

MR MORI ARTY:. Yes, please.

JUDCGE WALKER: |s there an objection?

MR. COOPER | don't know that that
there's an objection. This is kind of simlar to
anot her observation, but it's an attachnent; it's a
schedule to Ms. Stockman's testinony, so | think you
have admtted the Staff report.

M5. KERR: Yes. It should be part of
Exhibit 11.

JUDCGE WALKER: Ckay. | didn't realize
the entire staff report is -- it's attached to the
back of it?

M5. KERR Yes, it is.

JUDGE WALKER: Ckay. Al right. W'll

just leave it admtted as part of Ms. Stockman's
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t esti nony.
M5. KERR: Thank you. Thank you,

M. Cooper.
BY MR MORI ARTY:

Q Do you have the formal conpl ai nt handy,
Exhi bit A?

A Yes.

Q On page 1 of Exhibit A does it not say
t hat My/Water provides up-to-the-hour usage?

A. That's what it states, yes.

Q What does that nean to you?

A. Up to the hour. You should be able to --

t he nbst current hour, closest hour.

Q So relatively current. |Is that --
A Yes.

Q -- not correct?

A Yes.

Q Is it really?

A | don't use MyWater, so |'m not sure.
under stand you had concerns, sone frustration, but --

Q But if it was show ng data fromtwo days
prior, would you call that current?

A No.

Q Turn to page 2. See the sentence

I mredi ately bel ow the heading in there at the bottonf
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A Uh- huh.

Q It's where it refers to real-tine?

A Yes.

Q So the Conpany's basically saying that up

to the hour is real-tinme information. Does real -ti ne

mean anything to you other than up to the hour?

A | can agree with that.

Q Wul d you consi der MyWater part of the
Conpany procedures?

A Yes.

Q So if they're not follow ng their own

publ i shed procedures and advertising on the

application, wouldn't that be a violation of the

rul es?
A No.
Q Wy ?
MR. COOPER  (bjection; | don't believe
that -- we've gotten into a |l egal analysis of the

violation of Commssion rule which I think is for
briefing and the Comm ssion ultimately to deci de.
JUDGE WALKER:  |I'"m going to overrule the
obj ection and all ow her to answer.
THE WTNESS: Can you repeat the
guesti on?

BY MR MORI ARTY:
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Q Wiy is it not a violation of the rul es?

If it's part of the rules and they don't followit --

A. There's no rules or statutes that explain
| anguage |i ke this. There's nothing that governs
t hat .

Q But there are rules and regul ati ons about
wat er usage, are there not?

A Sur e.

Q And if the custonmer's primary source of
wat er usage information is MyWater, doesn't that cone
under the rul es?

A Possi bl y.

MR. MORI ARTY: No nore questions.
JUDGE WALKER: Are there any Comm ssion
guestions?

MR. COOPER W have questions, your

Honor .

JUDGE WALKER: Did | skip you?

MR. COOPER: | believe so.

JUDGE WALKER: | didn't nean to. Go
ahead.

CROSS- EXAM NATI ON
BY MR COOPER:
Q Ms. Stockman, you were asked sone

guestions about page 7 of 16 within the Staff
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menorandum And is it true that within that

menor andum t hat Staff nmade the observation that the
option of real-tine data is not available with the
water -- MyWater portal? |'m|l ooking at that

par agraph that starts, MAWC s explains, that you were
tal ki ng about before. |If |I go to the three, four,
five, six -- well, fifth to the sixth [ine down in
that paragraph. Gven this information

unfortunately. Do you see that sentence?

A |"msorry, no. \Were are you?

Q "' mon page 7.

A. Page 7, yes.

Q of 16.

A. Yes.

Q And then there's a paragraph, oh, maybe

hal fway down that says, MAWC explains --
A Yes.
Q -- comma.
And then if | go down again, the sixth

line of that paragraph that starts, Hourly usage.

A. Yes.
Q About two-thirds of the way through
there's a sentence says, Gven. It starts with the

word "given."

A. Yes. Yes.
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Q It says, Gven this information,
unfortunately the option of real-tine data is not
avai l able with the MyWater portal.

A. Yes.

Q And then that paragraph concl udes, doesn't
it, acknow edging that M ssouri-Anerican is going to
or has at that point displayed a ribbon at the bottom
of the MyWater portal to |l et custonmers know data
coul d be delayed up to 72 hours?

A Yes.

Q You nentioned their -- the website or you
referred to the website for the Conpany. By that do
you nmean the M ssouri-Anerica Water Conpany website?

A. Yes.

Q The one that would conme up if you were to
search those words?

A. Yes.

Q And that is separate and different than
the MyWater application, isn't it?

A Yes, it is.

Q And | think it was nentioned earlier,
MyWater application is sonething that a custoner has

actually has to sign up for?

A Yes.
Q On the other hand, any person utili zing
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the internet can make it to the M ssouri-Anerica
Wat er Conpany website. Correct?

A Correct.

Q And when you tal k about these various
docunents being posted to the website, then it's that
open-to-the-world website where those docunents are

provi ded. Correct?

A Correct.

Q You had nentioned having reviewed nine
recorded calls. Are -- | guess in ny mnd there were
about 14.

A. Ckay.

Q But ny question for you is are you certain

about nine or --

A. | am not --
Q -- could it have been nore?
A. -- certain about nine, no.

MR. COOPER Ckay. That's all the
guestions | have for now.

JUDGE WALKER: Are there any Conm ssi on
guestions?

M5. MARTIN:  Your Honor, the OPC does
have a qui ck questi on.

JUDGE WALKER: Ckay. Go ahead.

M5. MARTIN. Sorry. | didn't realize
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that we m ssed us until M. Cooper was speaki ng.
CROSS- EXAM NATI ON
BY MS. MARTI N:
Q | am | ooking through the report. D d you
speak at all about the placenent, the noving of his
water nmeter? I'mtrying to find it. The noving of

his water neter into that pit?

A | believe so. Page 4.

Q O the --

A. O the Staff report.

Q O the Staff report. And can you give a

qui ck summary of Staff's findi ngs?

A. Sure. | believe that M. Mriarty had a
faulty, maybe a toilet handle, and so he had called a
pl unber to cone out. And when they cane out, the --
there was a problemat the curb stop that they could
not get the water shut off. And because of that,
they had to have M ssouri-Anerican Water cone out to
fix that curb stop. And at that tinme Mssouri-

Aneri can Water Conpany noved his neter frominside
his honme to a neter pit in his yard.

Q And did you -- did Staff have any findings
related to the noving of his nmeter frominside his
honme to his yard?

A No.
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Q Ckay.
A M ssouri-Anmerican Water is in the process
of nmoving neters that are inside people's hones,

they're noving them outside for --

Q Ri ght.

A -- conveni ence and safety.

Q | understand that.

A Ckay.

Q Are -- is -- you mght not be the

appropriate person to ask this to. Has Staff had --
faced any other concerns regarding custoners who are
no | onger able to see the physical neter because of
the new placenent into --

A Not that |'m aware of.

Q Ckay. But for custoners who are ol der and
may have that concern, even if you haven't seen them
yet, the fact that if MyWat -- MyWater m ght not be
accurate and they mght not be able to go see their
physi cal meter m ght be an issue?

A Possi bl y, yes.

Q And if they were to | ook on a Saturday
or Sunday or at 9:00 p.m instead of between 7:00
and 7:00, that would raise a greater concern?

A. Yes.

M5. MARTIN. Ckay. Thank you.
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JUDCGE WALKER: Ckay. W're going to go
through cross. Staff, do you have any cross?

M5. KERR |'msorry?

JUDGE WALKER: | asked if you had any
Cross.

M5. KERR Yeah. | have sonme redirect,
yes.

JUDCGE WALKER: Go ahead.

M5. KERR: Thank you.

REDI RECT EXAM NATI ON
BY M. KERR
Q Now, in order -- when you were getting the

i nformation on the calls, did you follow the
procedure to -- Staff procedure to get that

i nformati on?

A. Yes, | did.
Q And when you were listening to those
calls, did those calls appear -- the calls that were

dropped, you said you couldn't really tell whether --
the reasons they were dropped. D d any of them seem

to be argunentative or --

A. No.

Q -- how many --

A Huh- uh.

Q And during sone of those calls, did -- did

888-893-3767 Lexitas operates in all 50 states and is licensed where required. LEXITAS
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the -- when you say sone of them seened to be just
dropped, did -- can you explain how sone of them --

i f any of themwere just, |like, dropped in the mddle
of a conversation, or were sone of them-- was

there -- did there seemto be an ending to those
calls or?

A It was in the mddle of the call, yes, not
at the end. A few tines soneone was actually
speaking and then it just went silent.

Q And according to Comm ssion rules, is the

wat er usage required to be shown on the bill?

A Yes.

Q And is it shown on the bill?

A. Yes.

Q kay. And do all water and sewer

conpani es regul ated by the Comm ssion have the water

usage on their bill?

A Yes, they do.

Q | ncl udi ng MAWC?

A Yes.

Q Ckay. And do all these conpani es have

wat er usage avail able online for usage to your

know edge?

A To ny know edge, yes.
Q Ckay. Did you have -- did you have
888-893-3767 Lexitas operates in all 50 states and is licensed where required. LEXITAS
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findings -- did you nake findings on -- on the water
nmeter, on the reason they noved the water neter from
i nside of his house, M. Miriarty's house, to outside
his house? Did you have any findings in your Staff
report about that?

A Not hi ng nore than that's what the Conpany
is transitioning. Al neters that are inside the
honme, they were noving outsi de.

Q Okay. And it's part of their policy that
they're doing that?

A Yes. Yes.

Q Did you find that the noving of the neter

did not violate any Conm ssion rules when they did

t hat ?
A It did not violate any.
Q Ckay. Now, the primary source of

M. Mriarty or any custoner to determ ne what
their water usage is, is that the M/Water app, or is
that -- what is that? Wat would their prinmary

source of information be to determ ne their water

usage?
A. For M ssouri-Anerican Water?
Q For M ssouri-Anerican Water.
A Like | said, they can call the custoner

service |line and speak wwth a CCA. There's the
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www.lexitaslegal.com Nevada Registration #116F - California Firm Registration #179




© 00 N oo o b~ w N B

N N NN NN B B R R R R R R R
o A W N P O © 0 N O U0 M W N B O

Transcript of Proceedings
August 28, 2025 Page 160

MyWat er app that they can check as well.

Q VWhat's the ultimate source though, the
primary source?

A | would call custoner service. O they

can |l ook at their bill.

Q Ckay.

A It's on their bill, so they can reference
their bill as well.

Q | s there anything that requires custoner

service personnel to be located in M ssouri?

A There is not. There's no rule, statute,
not hi ng.

Q As long as they are -- as long as they're

famliar with Mssouri rules, regul ati ons?

A Yes.

Q Okay. And you -- your finding was that
t hey did?

A Yes.

M5. KERR: Okay. No further questions.
JUDGE WALKER: Ckay. Ms. Stocknman, you
may be excused. Does Staff have any further
W t nesses?
M5. KERR:  No.
JUDGE WALKER: Ckay. This will be --

since OPC has no wtnesses, that will be the cl ose of
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testinony. In ternms of housekeeping, | would Iike
data request 6, 12, 1, and 27 sent to ne. M. Kerr,
woul d you send themto ne pl ease.

M5. KERR:  Sure.

JUDGE WALKER: Does anyone have any
matters, post-matters before we discuss briefs? No?
Wul d anyone like to do a closing statenent in lieu
of briefs?

MR, COOPER No. W would prefer to
brief, your Honor.

JUDGE WALKER: Okay. Do you have a

proposed briefing schedul e?

MR, COOPER | could conme up with one
suppose. My nenory is that the transcript is what,
ten -- ten business days before we'll |ikely see
that. |If we could do that period plus another ten.

And |'"'mnot wed to that, just as a possible starting
poi nt .

JUDGE WALKER: Does anyone have an
objection to briefs being due 20 days from now?
G eat .

MR, COOPER  Well, | think the first ten
I's ten business days for the court reporter, so it
has to be a little bit nore than --

JUDCGE WVALKER: Well, let's say 20
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busi ness days then.

MR. COOPER  Yeah.

JUDCGE WVALKER: Wul d that be --
M. Moriarty, just so you're clear on what happens,
the brief is your opportunity to tell the Conm ssion
based on what you have heard here today the strong
points in your case and why you think the Comm ssion
should rule in your favor one nore tine. And when we
say 20 business days, that neans not cal endar days.
That neans just weekdays. So you have 20 busi ness
days fromnow to send ne your brief. Do you have any
guestions about that procedure?

MR. MORI ARTY: No.

JUDGE WALKER:  No, okay.

M5. MARTIN. | have a quick question.
Where -- and | amso sorry. W are also including
Labor Day in that. |Is that correct?

JUDGE WALKER: I f you want another day --

M5. MARTIN: No. No.

JUDGE WALKER: -- that's fine with ne.

M5. MARTIN. What | nean is -- |'mjust
trying to calculate. So it would be the 26th of
Septenber. Is that right?

M5. KERR: Well, Labor Day's a holiday so

t hat doesn't count.
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M5. MARTIN. Right.
JUDGE WALKER: Well, it doesn't count in

the rules of civil procedure, but this is an

admnistrative -- if she wants an extra day, she --
M5. MARTIN: | just -- no. | just wanted
to make sure they are due -- briefs would be due on

the 26th of Septenber. |Is that right?

JUDGE WALKER:  That's all right with ne
if it's all right wwth the parti es.

M5. KERR That's fine.

JUDGE WALKER:  kay. The 26th it is.

M5. KERR:  And just so |I'msure, what
nunber exhi bit was DR nunber 1 and nunber 27?7 |
think that was 9 and 10, but |I'mnot sure. O nmaybe
that was 11.

JUDGE WALKERT DR 1 is Exhibit 8. DR 27
is Exhibit 10.

M5. KERR: (kay. GCkay. And | need to
get copies for you guys of all those DRs?

JUDGE WALKER:  Yes.

M5. KERR:  kay.

JUDCGE WALKER 6, 12, 1, and 27.

M5. KERR  kay.

MR MORIARTY: WII there be a list with

the transcript, a list of the exhibits with the
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transcript?
JUDGE WALKER:  Yes. A list of the
exhibits wll be attached to the transcript.
MR MORI ARTY: Thank you.
JUDGE WALKER:  Any ot her questions?
Thank you all for com ng and thank you for your
participation. W're off the record.
(OFf the record at 2:30 p.m)
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