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March 11, 2019

Public Utility Commission of Texas
Central Records

1701 Congress Avenue

P.O. Box 13326

Austin, Texas 78711-3326

Re: Docket No. 49290: Petition of SWWC Utilities, Inc. dba Water Services, Inc.
Appealing the Order of the City of Bulverde in Complaint No. 2018-01

To the Commission:

Attached for filing are ten copies of the backup documents originally submitted under
“Confidentiality” in the above referenced matter on March 5, 2019. These documents were
submitted with an abundance of caution as they do contain some information that is
considered sensitive.

Order No. 1 of the Commission questioned whether the material is confidential. The specific
items still considered sensitive have been redacted, and the same documents are now being
resubmitted under the Commission’s regular filing procedures without the claim of
confidentiality.

Please contact me if any questions or if additional information is needed.

Sincerely,

Gevotrge Freitag, P.E.

Texas Regulatory Manager
SouthWest Water Company
gfreitag@swwc.com

(512) 219 2288

cc: The City of Bulverde, Texas
Sue Wahl



CUSTOMER PROTECTION DIVISION Complaint Normal

ON-LINE COMPLAINT FORM Wednesday, September 19, 2018
Investigator: Fraustro, James Customer:
Date Pending: 10/9/2018 Last Name: Wabhl
Complaint No: CP2018090639 First Name: Susan
Company: WATER SERVICES INC. Business:
Complaint: Non-Juris Date Closed: 9/19/2018
Service No: Date Received: 9/17/2018
Account No: [nSASARSE.
Spanish: No
I 4626 Evening Shadows Dr
| Bulverde ™ 78163
Alt Last: Day: IR
Alt First: Al SRR

Email:

Complaint Note:

CCN 11106 : The water company replaced our meters with "Smart Meters" and ever since this has
happend | have been billed in excessive amounts 5 different times. The bill | received on Saturday is in the
amount of $444.38 and | am being charged with using 52,000 gallons of water - last month (August) they
charged me for 41,000 gallons of water usage! | am at work all day long and have lived in this home for
20+ years and have never had water bills like this - it is ridiculous. When | call them to speak with them
they say it must be paid or my water will be turned off. | called them today (9/17) and spoke with them
again and she said | have to pay 1/2 which they must have in their hands and they will put me on a
payment plan - seriously | did not use 52,000 gallons of water!! There was a water leak in the front

Entered: 9/17/2018 3:45:00 PM Entered By: ., Unknown
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CUSTOMER PROTECTION DIVISION Complaint Normal
ON-LINE COMPLAINT FORM Wednesday, September 19, 2018

between my house and my neighbors (before the meters) and it took them six days to fix it after we noticed
there was a leak. | will attach a copy of my bill so you can see that they have previously charged me for
35,000, 27,000 and 25,000 and 19,000 gallons of water usage - | just got tired of arguing with these people
and paid it because | can not go without water. | am in the only person in my home. All of these issues
have been after these new meters were put in.

Entered: 9/17/2018 3:45:00 PM Entered By: ., Unknown
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Ms. Susan Wahl
4626 Evening Shadows Dr.
Bulverde, TX 78163

Dear Ms. Wahl,

The Customer Protection Division (CPD) of the Public Utility Commission of Texas (PUCT) received
vour complaint regarding the increase in your monthly water bill after Water Services Inc mstalled
Srart Meters. Unfortunately, since your residence lies within the city limits of Bulverde, TX, the
PUCT has no jurisdiction, as the water/sewer rates are set by the city of Bulverde, TX.

However, a copy of your complaint has been forwarded to Water Services Inc, with a request that they
review and contact you directly regarding this issue. For further assistance regarding the accuracy of
vour water/zewer bill. vou will need to contact your city council member, the office of the Mavor or
the City Manager, through the following contact address:

City of Bulverde, TX

Mr. Bill Krawietz — Mayor

Mr. Gene Hartman - Mayor Pro-Tem
Mr_ Danny Batts — City Manager
30360 Cougar Bend

Bulverde, TX 78163

Phone: 830-438-3612

Phone: 830-980-8832

Fax: 830-438-4339

Website: http:bulverdetx gov

We trust that von wall find the above contact mformation helpful.
Sincerely,

STanteg R, Frausiio-

Customer Protection Division

Public Utility Commission of Texas

cc: Water Services Inc.
SUUIED D WD, N8 SR I Qg PTG Kepor e

1701 X_ Cangress Avenue PO Box 13326 Agstin, TX 78711 £12°028-7680 Fax: $12:936-T003 web site: wwir puctexas zov
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Wahil, Susan S.

From: s wah!

Sent: Wednesday, October 3, 2018 11:18 AM
To: Wahl, Susan S.

Subject: [External] Re: Acct. No. (NG
Attachments: image001.jpg

On Wed, Sep 26, 2018, 6:27 PM TX Utilities - Customer Care <TXUltilities-CustomerCare@swwc.com> wrote:

Dear valued customer,

- Thank you for contacting SouthWest Water Company with your comment, question or concern. We have
_ received your email and we will respond to your inquiry as soon as possible. Our hours of operation are
Monday - Friday 8:30 a.m. to 5 p.m. Please ailow up to two business days as we handle each email in
the order received.

Thank you for allowing us the opportunity to serve you.

» Sincerely,

SouthWest Water Company

« Customer Care

" Visit us at www.swwc.com

Call us toll free at 866.654.,7992

Hours of operation: Mon, ~ Fri. 8:30 a.m. to 5 p.m.

i
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mm&%& MasterLink Data Collection System

. Data Log Report
/4/2018 11:31 am Page 1 of 7
10 From: 4/17/2018 (11:03) To: 10/4/2018 (11:03) I

Address:
Customer: SUSAN WAHL
MeterSN: 7938646 Electronic ID: 16766180
Peak Consumption: 3820 Occurred 7/22/2018 (11:03)

Data Log Event: 2583409

3500

3000

2500

2000

Usage

1500

1000

500

PFPFPFPFIPFIPIPFPFIFFPIPFPFPRPFIPP dP NN N N N dP & dP dP &

N*

RN

N N

NSNS

N

0

N*

NESENENESS r\" AT T N T N T N T T T T T TN N N

\%q,'& '@(L\Q’ q,d{bq,\% (19'@{1"3’ Q'{bq, \‘bq, D (19'3’ Qe (]9'3’% \(bq,\%q, \%'1«\% L Q'@q, N (19'3’ r{bq/ 2 (19'3’ Q\‘b 0"%,‘[,\% '3>
Q\\,@\“' S P e o P PP fv‘”\q\m’\\ A Q\»@ q\,\v\g\.@\ ‘L o

Date & Time Reading Usage
10/4/2018 11:03 146080 10
10/3/2018 11:03 146070 20
10/2/2018 11:03 146050 10
10/1/2018 11 03 146040 70
9/30/2018 1103 145970 10
9/29/2018 11-03 145960 30
9/28/2018 11 03 145930 10
9/27/2018 11:03 145920 20
9/26/2018 11.03 145900 60
9/25/2018 11 03 145840 20
9/24/2018 11:03 145820 20
9/23/2018 11:03 145800 60
9/22/2018 11:03 145740 30
9/21/2018 11:03 145710 10
9/20/2018 11:03 145700 10
9/19/2018 11:03 145690 30
9/18/2018 11:03 145660 10
9/17/2018 11:03 145650 50
9/16/2018 11:03 145600 20
9/15/2018 11:03 145580 20
9/14/2018 11:03 145560 10
9/13/2018 11:03 145550 3280
9/12/2018 11:03 142270 3250
9/11/2018 11:03 139020 30
9/10/2018 11:03 138990 40
9/9/2018 11:03 138950 60
9/8/2018 11:03 138890 10
9/7/2018 11:03 138880 20
9/6/2018 11.03 138860 3290
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FWAMASTER . .
AAMETER MasterLink Data Collection System
) Data Log Report
10/4/2018 11:31 am From: 4/17/2018 (11:03) To: 10/4/2018 (11:03) Page 2 of 7
Address:

Data Log Event: 2583409 Customer: SUSAN WAHL

MeterSN: 7938646 Electronic ID: 16766180
Peak Consumption: 3820 Occurred 7/22/2018 (11:03)
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Date & Time Reading Usage
9/5/2018 11 03 135570 3330
9/4/2018 11:03 132240 40
9/3/2018 11:03 132200 10
9/2/2018 11:03 132190 790
9/1/2018 11:03 131400 3370
8/31/2018 1103 128030 30
8/30/2018 1103 128000 3320
8/29/2018 1103 124680 3620
8/28/2018 11 03 121060 20
8/27/2018 11:03 121040 40
8/26/2018 11:03 121000 3330
8/25/2018 11:03 117670 3340
8/24/2018 11:03 114330 30
8/23/2018 11:03 114300 3340
8/22/2018 11:03 110960 3710
8/21/2018 11.03 107250 30
8/20/2018 11:03 107220 100
8/19/2018 11:03 107120 3360
8/18/2018 11:03 103760 3350
8/17/2018 11:03 100410 40
8/16/2018 11:03 100370 3290
8/15/2018 11:03 97080 3290
8/14/2018 11:03 93790 60
8/13/2018 11:03 93730 50
8/12/2018 11:03 93680 3360
8/11/2018 11:03 90320 3350
8/10/2018 11:03 86970 320
8/9/2018 11:03 86650 3280
8/8/2018 11:03 83370 3360
8/7/2018 11:03 80010 40
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FWAMASTER . .
AVAMETER MasterLink Data Collection System

Data Log Report
10/4/2018 1131 am From: 4/17/2018 (11:03) To: 10/4/2018 (11:03) Page 3 of 7

Address:
Customer: SUSAN WAHL
MeterSN: 7938646 Electronic ID: 16766180
Peak Consumption: 3820 Occurred 7/22/2018 (11:03)

Data Log Event: 2583409
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Date & Time Reading Usage
8/6/2018 11:.03 79970 50
8/5/2018 11:03 79920 3330
8/4/2018 11:03 76590 3570
8/3/2018 11:03 73020 20
8/2/2018 11:03 73000 3280
8/1/2018 11:03 69720 3340
7/31/2018 11:03 66380 330
7/30/2018 11:03 66050 660
7/29/2018 11:03 65390 3780
7/28/2018 11:03 61610 3430
7/27/2018 11:03 58180 750
7/26/2018 11:03 57430 730
7/25/2018 11:03 56700 760
7/24/2018 11:03 55940 2030
7/23/2018 11:03 53910 1600
7/22/2018 11:03 52310 3820
7/21/2018 11:03 48490 390
7/20/2018 11:03 48100 800
7/19/2018 11:03 47300 280
7/18/2018 11:03 47020 40
7/17/2018 11:03 46980 20
7/16/2018 11:03 46960 60
7/15/2018 11:03 46900 870
7/14/2018 11.03 46030 920
7/13/2018 11:03 45110 10
7/12/2018 1103 45100 30
7/11/2018 11.03 45070 40
7/10/2018 11:03 45030 30
7/9/2018 1103 45000 70
7/8/2018 1103 44930 1020
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FWMASTER . .
AVAMETER MasterLink Data Collection System
. Data Log Report
10/4/2018 11:31 am From: 4/17/2018 (11:03) To: 10/4/2018 (11:03) Page 4 of 7
Address:

Data Log Event: 2583409 Customer: SUSAN WAHL

MeterSN: 7938646 Electronic ID: 16766180
Peak Consumption: 3820 Occurred 7/22/2018 (11:03)
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Date & Time Reading Usage
71712018 11:03 43910 910
71612018 11:03 43000 20
7/5/12018 11:03 42980 40
7/4/12018 1103 42940 30
7/3/2018 11.03 42910 260
7/2/2018 11:03 42650 240
7/1/2018 11:03 42410 820
6/30/2018 1103 41590 840
6/29/2018 11.03 40750 290
6/28/2018 11.03 40460 740
6/27/2018 11:03 39720 20
6/26/2018 11:03 39700 20
6/25/2018 11:03 39680 70
6/24/2018 11:03 39610 1000
6/23/2018 11:03 38610 880
6/22/2018 11:03 37730 30
6/21/2018 11:03 37700 20
6/20/2018 11:03 37680 20
6/19/2018 11:03 37660 10
6/18/2018 11:03 37650 450
6/17/2018 11:03 37200 860
6/16/2018 1103 36340 870
6/15/2018 1103 35470 0
6/14/2018 11:03 35470 10
6/13/2018 11.03 35460 270
6/12/2018 11:03 35190 280
6/11/2018 11:03 34910 50
6/10/2018 11:03 34860 920
6/9/2018 11:03 33940 880
6/8/2018 11:03 33060 20
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mg&%ﬂ MasterLink Data Collection System

STEYS
10/4/2018 11:31 am Data Log Report

From: 4/17/2018 (11:03) To: 10/4/2018 (11.:03)
2583409:. Address: _

Customer: SUSAN WAHL
MeterSN: 7938646 Electronic ID: 16766180
Peak Consumption: 3820 Occurred 7/22/2018 (11:03)

Page 5 of 7

Data Log Event:
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Date & Time Reading Usage
6/7/2018 11:03 33040 560
6/6/2018 11:03 32480 30
6/5/2018 11 03 32450 120
6/4/2018 11:03 32330 700
6/3/2018 11:03 31630 860
6/2/2018 11.03 30770 860
6/1/2018 11:03 29910 10
5/31/2018 11°03 29900 500
5/30/2018 11.03 29400 440
5/29/2018 11.03 28960 60
5/28/2018 11:03 28900 540
5/27/2018 11:03 28360 980
5/26/2018 11:03 27380 890
5/25/2018 11:03 26490 10
5/24/2018 11:03 26480 20
5/23/2018 11:03 26460 70
5/22/2018 11:03 26390 20
5/21/2018 11:03 26370 30
5/20/2018 11:03 26340 1330
5/19/2018 11.03 25010 850
5/18/2018 11.03 24160 60
5/17/2018 1103 24100 20
5/16/2018 11 03 24080 20
5/15/2018 11:03 24060 20
5/14/2018 11:03 24040 40
5/13/2018 11.03 24000 1530
5/12/2018 11:03 22470 860
5/11/2018 11:03 21610 20
5/10/2018 11:03 21590 30
5/9/2018 11.03 21560 80
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mmé?eé MasterLink Data Collection System

S¥ETEYS
10/4/2018 11:31 am Data Log Report Page 6 of 7

From: 4/17/2018 ‘1 1:03) To: 10/4/2018 (11:03)
2583409 Address:

Customer: SUSAN WAHL
MeterSN: 7938646 Electronic ID: 16766180
Peak Consumption: 3820 Occurred 7/22/2018 (11:03)

Data Log Event:
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Date & Time Reading Usage
5/8/2018 11:03 21480 20
5/7/2018 11:03 21460 150
5/6/2018 11.03 21310 950
5/5/2018 11.03 20360 950
5/4/2018 11:03 18410 20
5/3/2018 11:03 19390 20
5/2/2018 1103 19370 30
5/1/2018 11.03 19340 20
4/30/2018 11:03 19320 110
4/29/2018 11:03 19210 890
4/28/2018 11:03 18320 860
4/27/2018 11:03 17460 30
4/26/2018 11:03 17430 20
4/25/2018 11:03 17410 60
4/24/2018 11:03 17350 30
4/23/2018 11:03 17320 490
4/22/2018 1103 16830 850
4/21/2018 11:03 15980 870
4/20/2018 11:03 15110 40
4/19/2018 11:03 15070 600
4/18/2018 11:03 14470 30
4/17/2018 11:03 14440 0
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MASTER
METER

SYSTEYS

3

10/4/2018 11:31 am

Data Log Event

2583409:

MasterLink Data Collection System

Data Log Report
From: 4/17/2018 (11:03) To: 10/4/2018 (11:03) Page 7 of 7
Address:
Customer: SUSAN WAHL
MeterSN: 7938646 Electronic ID: 16766180
Peak Consumption: 3820 Occurred 7/22/2018 (11:03)

Number of Readings For This Data Log: 171
Average Usage For This Data Log 770
Total Usage For This Data Log: 131640 rev 212/2011
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Water
Services, Inc.
A SouthWest Water Company

October 5, 2018

Susan Wahl
4626 Evening Shadows Dr.
Bulverde, Texas 78163

Dear Ms, Wahl:

We are in receipt of your inquiry to the Public Utilities Commission (PUC) regarding rates
and charges. Providing each customer with an excellent customer service experience is
important to us and thank you for allowing us the opportunity to respond.

Per the PUC inquiry, you are disputing the usage due to being billed excessively since the
meter changed to a "Smart Meter.” Our records indicate that we replaced the meter register
on March 4, 2018. The meter is the same, however, just the register portion of the meter
was upgraded as per the notice which accompanied the monthly invoices for March, April,
and May that provided Notice of Upcoming Routine Maintenance/Register Upgrades.

The register of the meter installed at your address is an Automatic Meter Reader (AMR)
register. These registers send an electronic signal to meter reading software each month
allowing for the meters to be read without the need for human intervention. This saves not
only time and resources but also inhibits the human element of someone incorrectly keying
in a read. Please note that your meter is read every month utilizing this procedure. This is
a real read and it is what we use for billing.

Our records further indicate that your account was established on May 18, 2007, for water
service, within the Qak Village North area. The monthly meter reads occur on/about the 9t
of each month. The invoices in question are for the months of August billed for 41 kgals
usage, and September billed for 52 kgals usage.

Based on our records, below are our findings and actions taken on this account:

e August 15% - Billing verified the monthly read of 86, prior to releasing the August
bill. No dispute of the 41 kgals was received. We thank you for your payment of
$342.83 on September 5, 2018.

s September 17" - records indicate that a “High Bill Dispute” was received due to
usage of 52 kgals billed at $443.38. We also received your call requesting a
payment arrangement, and we did inform that we needed a payment for $221.69,
and then we would assist with setting up the arrangement. Also, we checked for a
leak at your property as requested, we recorded the read at 145, and there was no
leak detected.

September 18t" - we received this inquiry.

e September 19™ - we reread the meter, checked for leaks, and the read was 145,
with no leaks detected at the location. Again, the reads were progressing and
appeared to be in-line with previous reads and usage recorded and billed.

e October 2, 2018 - we received your payment of $221.00, and we thank you. The
current balance due on your account is $222.38, which is now past due.

e October 4, 2018 - we received the data log which shows that water went through
the meter. Also, we included pictures of before and after the meter accuracy test.
The test results revealed the meter is performing accurately and meets the American
Water Works Association standards. The read captured was 146, and there was no
indication of a leak.
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Susan Wahl
October 5, 2018
Page 2

Upon further investigation, we researched the meter reads and found the usage had
progressed each month prior to the register upgrade on March 4, 2018, and continues to
progress after the register upgrade, without any problems.

Per the inquiry, there was a leak before the meters between your property and your
neighbors. According to our records, there have not been any leaks found nor any repairs
according to our Field Operations. A check of our records reflect that there was a main line
leak repair and flushing within the Oak Village North area, the street affected was Eagle
Claw, and this did not affect your property.

To date, there is not a payment arrangement on your account. Although we did advise on
September 17, 2018, the payment discussed at that time was $221.69 and we advised you
to call back in order to set up one. We are in accordance with PUC Substantive Rule §24.87
(d) if offering a deferred payment plan between the utility and a customer in which an
outstanding bill will be paid in installments. The utility shall offer a deferred payment plan to
any residential customer if the customer’s bill is more than three times the average monthly
bill for that customer for the previous 12 months. In all other cases, the utility is
encouraged to offer a deferred payment plan to residential customers who cannot pay an
outstanding bill in full but are willing to pay the balance in reasonable installments. Should
you feel that one is necessary, please contact us.

Some helpful water conservation tips include:

e Check household faucets for leaks. A faucet with even a slow drip takes 10 to 25
gallons of water.

e A five minute shower can use 10-25 gallons of water. Take short showers and save
water.

e Repair leaky toilets. To check for leaks, add 12 drops of food coloring into the tank,
and if color appears in the bowl one hour later, your toilet is leaking. (Make sure to
flush your toilet at the conclusion of the experiment to prevent staining.)

e Water your lawn in the evening or in the early morning to avoid evaporation. Be
careful to water only the lawn and not the sidewalk or street.

Ms. Wahl, we hope that we have answered your concerns. Thank you for being a valued
Water Services customer. Should you have any questions or concerns, please contact us at
(866) 654-7992 Monday through Friday, 8:30 a.m. to 5:00 p.m.

Sincerely,

Water Services, Inc.
PUC Escalation Team
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Water
Services, Inc.

A SouthWest Water Company

October 10, 2018

SUSAN WAHL
4626 EVENING SHADOWS DR
BULVERDE TX 78163-2706

Re: Installment Plan on Account # _

Dear SUSAN WAHL,

Thank you for contacting SouthWest Water Company to establish a payment arrangement to satisfy the outstanding balance
currently due on your account. This letter details the terms and conditions of the agreement discussed between you and Southwest
Water Company.

As of the date written above, the balance due on iour account is-

This amount includes your past due balance of|

You have agreed to make payments each month for 06 months for the total balance owed on your account. As of the writing of this
{etter this equates to approximately- or each month in addition to your normal bill. Please note, if a new invoice is generated
during the 14 day waiting period, it will automatically be incorporated into the new amount due into the payment plan thereby
changing the total above.

Installment payments are due on or before the due date indicated on each month’s statement, in addition to the current amount
due on your monthly bill. IF YOU MISS A PAYMENT, AND/OR DO NOT PAY THE FULL (INSTALLMENT & CURRENT) AMOUNT DUE, BY
THE DUE DATE YOUR SERVICE IS SUBJECT TO DISCONNECTION. if you are unable to make your installment payment as agreed, or
unable to pay your current month's billing, please contact us immediately before the due date of the instaliment at (866) 654-7952
to discuss further options.

**IMPORTANT** - THE PAYMENT ARRANGEMENT WILL NOT BEGIN UNTIL THIS FORM IS RETURNED. FAILURE TO SIGN AND
RETURN THIS AGREEMENT TO US BY October 30, 2018 DISSOLVES ANY VERBAL AGREEMENT MADE.

Please date, sigh and return a copy of the agreement to us. For your convenience you may fax: {832) 209-5395, emait:
txcustomercare@swwc.com or mail: SouthWest Water Company, ¢/o Customer Service Department, 12535 Reed Rd, Sugar Land, TX
77478. Failure to complete and return this form does not relieve payment obligation.

TERMINATION NOTICE: - -
We must receive the signed payment arrangement and/or your full payment of your past due balance of $222.38 by or before
5:00 pm on October 30, 2018 in order to avoid disconnection.
If your service is disconnected, you will be required to pay a reconnection fee of $25.00. If no deposit is on file, a deposit per service
(water/sewer) will be required. All outstanding fees and account balances must bepaid BEFORE service is restored. Reconnection
may take up to 36 hours. Should you choose to pay the following payment options are available:

] Pay online at www.swwc.com/myaccount. Payments usually post to your account within one hour.

. By mail: P.O. Box 4657, Houston, TX 77210-4657. Please be advised this option may take severaldays.

. in person: Payments can be made at Customer walk-in service centers including Wal-Mart, FidelityExpress or Checkfree focations.

We value you as a customer and appreciate this opportunity to be of service. If you have any questians, please contact our Customer
Care Center at 866-554-7992 between the hours of 8:30am and 5:00pm CST.

SouthWest Water Company

Accepted and Agreed:
This ) ™3 day of O 29

Print Name Signature
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City Manager’s Office

30360 Cougar Bend

Bulverde, Tx 78163

P:830-980-8832 F:830-438-4339

dbaﬁs@bulverdetx.gov FRONT PORCH OF THE TEXAS HILL COUNTRY™

10/12/2018

SWWC Utilities, Inc. Via Certified Mail, Return Receipt Requested
Attn: Managing Director CMRR# 7017-2400-0000-6869-9948

12535 Reed Rd.

Sugar Land, Texas 77478

RE:  Customer Complaint [E @ E B W E
Customer Account Number: | NN 0CT 16 2018

Customer Name: Sue Wahl

Customer Address: NN, By ot o

Greetings:

The City of Bulverde (the “City™) has received the enclosed complaint (the “Complaint”) regarding
the above utility customer (the “Customer”) served by SWWC Utilities, Inc. (the “Utility™). Because the
Customer’s service address is within its municipal boundaries, the City has original jurisdiction over the
Complaint pursuant to Texas Water Code § 13.042. The City requests the Utility to take the following
actions:

L. Promptly conduct an investigation of the Complaint.

2. Submit an initial written response regarding the Complaint to the City and to the Customer
within fifteen (15) days of receiving this correspondence.

3. Submit all further responses regarding the Complaint in writing to the City and to the
Customer.
4. Continue service to the Customer during the resolution of the Complaint. If service to the

Customer has been discontinued, then restore service to the Customer and continue service
during the resolution of the Complaint.

Thank you for your cooperation in this matter.

Sincerely,

Danny Batts, City Manager

ce: Enclosures:
Customer Complaint
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Print

cloy g e, i et aplabnt L Co SHbraieesony

[t TP TY TE PR PR A F Y P P B

Customers of Water Utility Companies under City jurisdiction {(operating within the City Limits) may file complaints with
the City if they believe that they have heen billed incorrectly. In order to file a complaint, the customer must complete this
form and follow the City's Billing Dispute Resolution Process, ontlined at the link below..

Please review the Cily's Billing Dispute Resolution Process at the following link.
) g Uisy g

Billing Dispute Resolution Process

Acecount Holder's Name

First Name* T AP

N Wi

¢
RARRTY
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Additional Document Upload
. Choose File | .+. i . . Choose File . No file chosen
if needed.
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Proposal

eptember 19, 2018
AN 2 5377-101
9/19/2018

Chambliss Plumbing Company
1875 E Borgfeld Dr

San Antonio, Texas 78260

(210} 490-7910

chamblissplumbing.com/

a3 e ST
L o TS 3

WAHL WAHL

L I
Bulverde, TX 78163 ]

210-863-3056 210-863-3056

We Hereby Submit Specifications And Estimates For:

Proposal to install Chambliss provided meter to test water usage between meter and our mieter to determine
proper water usage. $380.00 .

Pressure tested home and waterline for 30 mins, no leaks present at this time.

We propose hereby to furnish material and labor - complete in accordance with the above specifications, for the
sum of: $0.00

ACCEPTANCE OF PROPOSAL

The above prices, specifications and conditions are hereby accepted.
Person/Company signing this proposal is giving authorizafion to perform work
Specified and will be responsible for payment.

Authorized Acceptance
Signature Signature Date
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DeAnn Walker

Chairman

Arthur C. D’Andrea

Commissioner

Greg Abbott

Governor

Shelly L. Botkin

Commissioner

John Paul Urban Public Utility Commission of Texas

Executive Director

Dear Utility Customer:

The Customer Protection Division (CPD) of the Public Utility Commission of Texas (PUC)
received your complaint and has begun an investigation of your concerns. As required by
PUC Substantive Ruies, we have notified the company of your complaint and required a
response within 21 days. CPD will review your complaint along with the company’s
response. We will then send you a letter explaining the details of our investigation. The
letter may also outline further action necessary to address the issue.

If you have any additional information or documentation that supports your complaint, you
may contact CPD at (888) 782-8477 or by email to customer@puc.texas.gov. Please
contact us if you have any questions or concerns about the investigation.

Thank you,

Customer Protection Division
Public Utility Commission of Texas

Printed on recycled paper An Equat Opportunity Emplayer

1701 N. Congress Avenue PO Box 13326 Austin, TX 78711 $12/936-7000 Fax: 512/936-7003 web site: ww“"mas.gov




DeAnn Walker

Chajrman

Greg Abbott

Governor

Arthur C. D’Andrea

Commissioner

Shelly L. Botkin

Commissioner

John Paul Urban Public Utility Commission of Texas

Executive Director

9/19/2018

Ms. Susan Wahl
4626 Evening Shadows Dr.
Bulverde, TX 78163

Dear Ms. Wahl,

The Customer Protection Division (CPD) of the Public Utility Commission of Texas (PUCT) received
your complaint regarding the increase in your monthly water bill after Water Services Inc installed
Smart Meters. Unfortunately, singe your residence lies within the city limits of Bulverde, TX, the
PUCT has no jurisdiction, as the water/sewer rates are set by the city of Bulverde, TX.

However, a copy of your complaint has been forwarded to Water Services Inc, with a request that they
review and contact you directly regarding this issue. For further assistance regarding the accuracy of
your water/sewer bill, you will need to contact your city council member, the office of the Mayor or
the City Manager, through the following contact address:

City of Bulverde, TX
Mr. Bill Krawietz — Mayor

Mr. Gene Hartman - Mayor Pro-Tem
Mr. Danny Batts — City Manager
30360 Cougar Bend

Bulverde, TX 78163

Phone: 830-438-3612

Phone: 830-980-8832

Fax: 830-438-4339

Website: http://bulverdetx.gov

We trust that you will find the above contact information helpful.
Sincerely,

Jamesy R. Fracvstyro-

Customer Protection Division

Public Utility Commission of Texas

cc: Water Services Inc.

® Printed on recycted paper An Equal Opportunily Employer

1701 N. Congress Avenue PO Box 13326 Austin, TX 78711 512/936-7000 Fax: 512/936-7003 web site: WWW.BEP3ES-ZOV
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l Previous Month's Usage l Current Month's Usage

Message Center

If you are located within the City of Bulverde, please note
effective March 13, 2018, new usage rates are in place per
the rate agreement with the city. All other customer service
charges will remain the same.

e
Water Account Number: =
S - I Invoice Number: =
ervices, Inc. Billing Date: 09M7/2018 o
A SouthWest Water Company Total Amount Due By: 10/02/2018
Customer Service: 866-654-7992 Service Address:
Emergencies: 866-654-7992
Vistt us online: www.swwc.com/itexas
Current Reading Based on Actual Page 1 of 4
Rate Meter Read Dates ~ Number Meter Reading Usage Meter
Type * From To ' Of Days Previous Current KGAL Number
58" - R 08/10/18 | 09/09/18 31 86.0 [ 138.0 §2.0 7938646
*KGal (1000 Gallons) Average Consumption = 19.4
, . . oo Account Summary
Water Usage History - 13 Month- Usage in KGal* Previous ﬁm Amount $341.83
Payment Received 09/05/18 - Thank You -$342.83
Total Monthly Usage . : .. .
- (Payments after 5:00pm will NOT reflect on this invoice.)
Balance -$1.00
Current Billing and Other Basic Charges
Water Base $47.28
Water Usage $362.70
TX. Comm Environ Quality $4.40
§ O N D J F M A M I J A S Total Current Charges $444.38

Stay informed of outages and provide us with your emaij address today!



Wahl, Susan S.

N — U
From: S Wahl «
Sent: Wednesday, October 3, 2018 11:18 AM
To: Wahl, Susan S.
Subject: [External] Re: Acct. No. NG
Attachments: image001.jpg

On Wed, Sep 26, 2018, 6:27 PM TX Utilities - Customer Care <TXUtilities-CustomerCare @swwc.com> wrote:

. Dear valued customer,

. Thank you for contacting SouthWest Water Company with your comment, question or concern. We have

. received your email and we will respond to your inquiry as soon as possible. Our hours of operation are

| Monday - Friday 8:30 a.m. to 5 p.m. Please allow up to two business days as we handle each email in
the order received,

‘ Thank you for allowing us the opportunity to serve you.

1 Sincerely,

SouthWest Water Company

* Customer Care

© Visit us at www.swwc.com

! Call us toll free at 866.654.7992

" Hours of operation: Mon. - Fri. 8:30 a.m. to 5 p.m.

£l
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Navigation

Center for Electrosmog Prevention

a California nonprofit working to
protect public healsh

clichk here to foarn abour

THE SCIENCE BEHIND THE HARM

Smart meters overcharge - CPUC emails reveal coverup
— S
‘ " oy e CPUC caught promoting inaccurate smart utility meters,

falsely touting report as independent.

Smart meters, installed on every home by California’s
utilities, can malfunction and overcharge customers,
according to a raft of insider emails recently released by
the California Public Utility Commission (CPUC). CPUC
engaged in a systematic coverup of smart meter
accuracy problems while forcing them on California
utility customers. The Structure Group, a widely-touted,
so-called “independent” company from Texas, was

charged by CPUC to investigate smart meter accuracy in
. . 2010, and determined smart meters were accurate,
Smart meter, above, identified by the digital display. . even while customers reported skyrocketing bills that

' "7 doubled, tripled, or even quadrupled, once the wireless
meters were installed.

As it turns out, the CPUC emails reveal that the Structure Group held lucrative contracts with PG&E, the
utility whose smart meters were under fire, for the past five years. CPUC emails reveal behind-the-
scenes maneuvering to keep that conflict of interest quiet. Previousty hidden communications between
top CPUC and utility staff disclose that smart meters were actually malfunctioning in several ways -
resubmitting data multiple times that was read and billed as such, and providing inaccurate data when
the temperatures were too cold or too hot for the inexpensive, flawed meters to function.

CPUC President Michael Peevey, recently resigned and under criminal investigation by the state attorney
general’s office, complained numerous times to PG&E by email that his own utility bills, at a vacation
home rarely occupied, had doubled. As a result, he wanted it to be “smart meter-free”. Simultaneously,
Peevey (former CEO of Southern CA Edison) and the CPUC were helping utilities promote the accuracy of

000023
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smart meters to the pubtic, while forcing the lucrative, profitable devices on utility customers,
statewide.

The flawed Structure Group Report, falsely claimed to be an independent investigation, is still used
nationally to show smart meter accuracy. For more information in a detailed article by EMF Safety
Network, quoting the reveating CPUC emails, click here.

Want to get rid of the smart meter on your home? Have your bills been higher since installation? A
smart meter opt-out is available by calling SDG&E, or your other California utility. Live in another
location? Increasingly, in response to consumer outcries, utilities across the nation are providing opt-
outs - free (in VT) or for-fee. Having an accurate, electromechanical analog meter, the kind used for the
past century without problems, will likely save you money, while preventing exposure to hazardous
electrosmog pollution emitted by the wireless smart meters. According to a recent Decision at the
CPUC, smart meter opt-out fees will be charged for the first three years of a customer opt-out, then the
widely unpopular fees will be be dropped.

Fill out a SDG&E form to request an opt-out from a smart meter.

Susan Brinchman, as Director of the Center for Electrosmog Prevention, a La Mesa, CA 501¢3 nonprofit,
has represented utility customers in CPUC legal proceedings concerning smart meters since May, 2012,
working to obtain an opt-out, eliminate fees, remove banks of smart meters, and ban them altogether.

About CEP
View all posts by CEP —

¥ CPUC, electromagnetic fields, high bills, inaccurate, over-billing, overbiliing, overcharging, PG&E,
SDG&E, smart meter, smart meter opt-out, smart meters, smartmeters, Southern CA Edison, Structure
Group Report, Structure Report

< Smart Meter Opt-out at Risk: CEP Files Protest LA Firefighters / Police Stop LA Federal Celt Tower Roll Out >

Comments are closed.

Search
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Smart meters overcharge — CPUC emails reveal coverup | Center for Electrosmog Prevention

Follow us on Twitter

f

American Coalition Against Smart Meters Facebook Causes (ACASM)

F

Southern Californians Against Smart Meters Facebook Causes (SCASM)

Categories

« CA Smart Meter News

San Diego County Smart Meter News

Smart Meter Opt-Out News

« Celi Phone Safety Campaign
e CEP Legal Filings

» General Resources and Services

« International Electrosmog Prevention News

e Legal
¢ Public Health Alert

Heaith Alerts: Cell Phones

Health Alerts: Cell Towers

Health Alerts: Other Devices w/ RF
Health Alerts: Smart Meters

Health Alerts: Solar Panel Systems
Health Alerts: WIFI

« Smart Meter Opt-Out Videos

« Smart Meter Resources & Links

htip:/fwww.slectrosmogprevention.org/stop-ca-smatt-meter-news/smart-meters-overcharge-cpuc-smails-raveal-coverup/

ADA Accommodations for RF/EMF

Smart Grid Law
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Skyrocketing water bills mystify, anger residents - CNN.com

Skyrocketing water bills mystify, anger

residents

See show timeg »

STORY HIGHLIGHTS

Atlants woman reacls to her
$3.000 water bill: 'm "sinking in
a hola of water”

City water officials received
more than 22,000 calis In
January

Many problems arise after
Instaliation of automated waler
meters

Similar water bill spikes reported
in Ohlo, Massachuselts, North
Caralina and Fiorida

Water wars: Bifis rise to the thousands

By Scott Zamost and Kyra Phillips, CNN Spacial Investigations Unit
March 2, 2011 9:42 am, EST

Editor's note: This report follows a four-month look into Atlanta
water blfi complaints conducted by CNN's Kyra Phillips and the CNN
Spedcial Investigations Unit. Follow CNN Senior Investigative
Producer Scoft Zamost on Twitler.

Atlanta (CNN) -- Imagine paying as much for water as you do for
your morigage.

Residents throughout Atlanta are outraged by hundreds, even
thousands of dollars in monthly spikes in their water bills, and have
questioned the legitimacy of the charges for years. Now, they're
demanding answers.

“I thought we were sinking in a hole of water," said Debbi
Scarborough, “it scared me to death. | thought we had a major leak
when | got the blil."

Over two months last summer, her family's monthly water bili, shot up

to $1,805 In July and then $1,084 In August, leaving a balance due of

more than $3,000. She said in the past her bili has averaged $200 to
$250,

*I'm not paying a $3,000 bill. And for thase three months, we were
pretty much out of town mast of the time and there's no leaks," she
said, showing CNN a copy of her plumber's report.

The city instalied a device on her meter to frack daily usage. In the
meantime, Scarberough's bill remains unpaid while she disputes the

charges.

She Is not alone.

hitp:#iwww.cnn.com/2011/U8/03/0 1iwater.bills . warfindex.htm)

ADVUATES CMENT

Part of complete coverage on

Building Up America

Fact check: High speed rail

updated Wod April 13, 2011
- @ s high-speed rail a smart

o move — or a waste of taxpayer

dollars? Wil It create jobs? Will

High-speed rall funds cut
updated Thur April 14, 2011

RS President Obama's proposed
high-speed rail network suffers
a serious selback as
fawrnakers fight over the
budget.

Shauld a degree = green cards?
updated Sat Feruary 5, 2011

p Amy Wilkinson: [f immigrants
earning science degreas got
green cards, the U.S. could
benefit from innovations by
70,000 people,

Where raucous culture rules

B E 2 Which billion-dollar company s
known for awesome employee
perks and 8 raucous work
cullure? Heck, even business
8 meetings are fun.

Struggling town bets on sunshine
updated Tus Fabruary 1, 2011

BB Boulder City, Navada, is
uniquely poised to cash inon a
new snergy boom.

New York pauses 'fracking’

updnted Mon December 13, 2010

New York has haulted a
controversial naturel gas
drilling process called
hydraulic fracturing -- or
“fracking” -~ until July 1.

Engineers on infrastructure: D minus
updated Tue June 22, 2010

S Flve categories of U.S,
Infrastructure received a grada
of D minus in 2009 from the
American Saciety of Civil
Engineers.
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o - b - ' While similar complaints about huge water bill spikes have
i o » * popped up in Cleveland, Ohlo; Charlotte, North Carolina;
Nes e wan 2 \ N

o - o =z Tampa, Florida; and Brockton, Massachusstts; it appears
o evived bt + i thattheissue has lasted the lungest in Atianta.

o - : See how top 50 cifles rank

(s (ARt

Water Leak Facts

+ Yearly heme feaks could
excead annual water
amounts Used by Los
Angetes, Chicago and Miami
combined -- or more than a
trillion galions

+ 10% of homes have water
leaks totaling at least 90
gallons a day

« A constantly running toitet
wastos at least 200 gailons of
water dally

* A leaky faucet with one
drip per second wastes mara
than 3,000 gallons a year

Source” EPA.gov

| thought we were
sinking in a hole
of water. it scared

me to death. |

thought we had a
major leak when |

got the bill.

--Dabhi Scarborough, Alfanta residential water

customer

RELATED TOPICS

Allanta
Water Resource {ssues

= A i P L1CY W
“Water foain Brealc THES C4r, catisas (od™

It's led lo a class-action lawsuit, countless meetings with
city officials and continuing compiaints from fed-up
residents.

Thousands of residents who have seen unusual spikes
have appealed their high water bills. Just last year, the city
issued credits totaling $466,366 to customers.

Allanta, with more than 500,000 residents, says it already
has the highest water rates of any major city in the United
States, due in part to federal consent decrees to overhaul
the city’s water supply infrastructure,

Many of the problems arose after the installation of new,
automated water meters, which began neatly five years
ago, and Involved contracts for meter installations, the
eleclronic meters and software equipment.

5

The automated meter-reading technology eliminates the need for city
workers to manually check every meter. Instead, they retrieve the
data by driving by each property. The meter electronically transmits
data showing the amount of water used.

From the beginning, there were problems.
In 2007, city auditors found they were "unable to verify electronic
meter readings” because of "meter read errors, equipment failures or

human errors.”

Specifically, the audit said "about 8% of the meters could not be read
due to broken or malfunctioning equipment.”

Two years later, another audit concluded that a "high number of

accounts” were not getting "actual meter readings” because of "meter

read errors, equipment fallures or human errors.”

CNN reviewed hundreds of complaints from Atlanta
residents as well as city e-mails obtained through a public
records reguest.

On August 26, 2010, Mitch Elliott, a sales executive of
Neptune Technologies, which manufactured the meters,
wrote to a city official: "It has been an industry experience
that typicalty when a utility does an AMR (automatic meter
reading) meter changeout and also switches software
billing companies that generally high bill complaints are

either due to new meter accuracy andfor a billing multiplier

error.”
Eliiott would not comment, referring CNN to city officials,

Peter Aman, the city of Atlanta’s chief operating officer, said in an
interview that he realized at that time the situation was serious. He's
been on the job since January 2010. Last September, he replaced
senior management in the Atlanta Dept. of Watershed Management.

He said the city has sampled about 9,000 of the 132,954 residential
meters and made a major discovery: About 1% of the meters'
registers, which show how much water is being used, and the meter
base undemeath do not properly fit. That mismatch could result In a
doubling of the water bill, Aman said.

http:/fwww.cnn.com/2011/US/03/01/water.bills war/index.htmi

NewsPulse
Most popular stories right now

ADVERTISCHERT

Univision fires anchor for racist

Michelle Obama insult

‘Star Wars Episode 8'to be
released May 2017

Buffett's $1 bililon RCAA boet
goes bust

Talking Barbie is too ‘crespy’
for some parents

Scammer tries to swindie top
tax-crime fighter

Explora the news with NewsPulse.»
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Skyrocketing water bills mystify, anger residents - CNN.com

"These two components don't match and guess what? They'ra
labeled. This one says three-quarter (inch) on it and this one has a
"1 (inch) on it. Now, it's smali print but it's big enough to see,” Aman
said.

That would explain a billing multiplier error, which leads to higher
bills, he said.

He added that the problem was first “identified in the audit back in
(2007) and (the city] put in place, or were supposed to put in place, a
whole system of checks and balances as thay went through the rest
of the system upgrade, and clearly they failed because we're still
finding these mismatches out there.”

Experts: U.S. water infrastructure in trouble

Operators of Lenox Square Mall and Phipps Plaza, two large
shopping malls, complained about water billings "nearly $300,000
over last year for this same period of time,” according to another e-
mail.

"There appears to be serious errors (n the water billings that are
creating huge hardships for both centers,” wrote Michael F.
Romstead, regional vice president of Mid Atlantic Mall of Georgia.
"We need the city's full attention to correct the problem.”

The city responded by changing the meters' registers. Romstead did
not return calls to check whether the bills had gone back to normal,
but there are no follow-up complaints in the city records supplied to
CNN.

Asked about problems with the rest of the meters, Aman said, "The
majority of the people who complain about high water bills have
some issue that is not associated with the meter, Many, many of
them have either leaks, or increases in usage through irrigation or
pool filling that they didn't fully understand the impact of, but that's
not to minimize the fact thet we do have some cases of metets that
aren't functioning properly. And we're addressing those on a case-by-
case basls and giving people their money back. To me, the story here
is thers has been a complete loss of trust between the city and its
citizens and its customars.”

The city has not found issues with meter manufacturer Neptune
Technologles Inc. or Systems and Software inc. which installed the
billing software, Aman said, Executives at both companies declined
interview requests. Two other contractors that installed meters at
commercial locations did not return calls.

"We have not found a smoking gun, if you will, In terms of a system
problem,” Aman told CNN.

However, he said the company that instalied the residential meters
should be held accountable. KHAFRA, an Atlanta-based firm, joined
a Pennsylvania company to carry out the $40.3 million contract.

After months of calls, KHAFRA President Valentino Bates agreed to
an Interview, but only after CNN had spoken to Aman.

*When we ended the contract in December of 2009, we had a 90-day
window to come in and address any concerns. No concerns were
brought to us. So as of today sitting here with you, it is our
understanding that the meters are functioning properly as they were
supposed to when we installed them," Bates said.

He sald the company had identified 968 meters that had the
mismatching problem, and fixed all of them by last March. The
project, he said, was “very successful” and he added that he had not
been informed about additionat meter issues.

http://www.cnn.com/2011/US/03/01/water.bills.warfindex.html
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Skyrocketing water bills mystify, anger residents - CNN.com

Asked if his company would repair any other meters the city said
were not comrectly installed, Bates told CNN, “If it is our problem, we
will do that.”

Meanwhile, Atianta residents continue to complain to the city, which
received mare than 22,000 calls to its Department of Watershed
Management in January. And last year alone, there were a total of
12,291 water blll disputes, according to the city.

“Clearly, people are upset, and one of the things that we said to
people is that we hear you and that we do believe we have problems
in the water meter and billing system,” Aman said.

That doesn't convince residents like Wilda Cobb, wha is astounded at
a water bill that now totals $10,071.

Her bill splked to more than $1,200 in November, then skyrocketed to
$6,879 in December.

"t am furious, | am upset, I'm confused," Cobb said. "l can't get an
answer from the city because they won't admit there is a problem.”

A city official reviewed Cobb's bills, and sald the unusually high
usage for the two months would normally mean there was some kind
of feak, possibly with the [rrigation system, The city installed a data
logger meter that tracks usage during each day.

Her latest bill is down 1o just $34.

tronically, Cobb knows something about water issues. She's an
attorney for the Environmental Protection Agency.

"As | person, | know something's wrong here," Cabb said. "As an
attorney, what can | do about it? But, | don't think it takes a law
degrae to say $7,000 for a month's use of water by one person in a
small home s just crazy without a leak.”

watch CNN Newsroom weekdays 9am to 3pm ET and weekends, For the jatest fram
the CNN Newsroom click here.

FOLLOW THis ToPIC €

U.S.

World

http:/hwww.cnn.com/2011/US/03/01/water.billswar/index.html
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Smart Grid Awareness
A Website by SkyVision Solutions,
Consumer Protection Advocate

When Water Gets Inside Smart Meters, “All Bets Are Off.”
Posted on Juyly 28,2015

by K.T. Weaver, SkyVision Solutions

In June it was reported based upon a Chicago Tribune investigation that a
‘Chicago Suburb Claims Smact Water Meters Don't Overcharge.
“They Misrecord.” The Tribune has continued to investigate this issue
and has found problems with smart water meters in another Chicago
suburb, this time in Aurora.

So far only nine meters have been discovered to malfunction: three
spinning forward, three spinning backward and two whose patterns
couldn't be determined. Another meter inexplicably bounced back-and-forth between display numbers.
Aurora officials were concerned enough about the strange behavior that they asked the manufacturer, Sensus,
to determine the problem. According to Sensus, water had gotten into the meters’ electronics in ways the
manufacturer hadn't before realized.

Tom Kelly, head of the industry’s committee on meter standards, told the Tribune that water is a key
danger to electronic meters: “Once you get water inside the electronics of these meters, all bets are off.
it can do just about anything.”

The Fact that about anything can happen when water gets inside a smart meter was best exemplified in
Saskatchewan when it was reported last October that moisture and contaminants getting inside Sensus smart
electric meters were a3 major factor in catastrophic meter Failures and ensuing fires.

As previously reported for the smart electric meters in Saskatchewan, Jack Ritenburg, an electrical engineer
and head of Ritenburg & Associates concluded that moisture and contaminants inside the meters was the cause
of the smart meter fires. He also concluded that “water intrusion due to holes in meter boxes, ‘hot socket’
conditions in the meter box and over voltage in the distribution system” or other “external factors” were not
the cause of the Ffires as previously claimed by the manufacturer. As a review, here is the SkyVision Solutions
video from last October:
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,/ In conclusion, among the many probiems with so-called “smart meter technology” is that water and smart
meters don't mix, whether it be due to causing inaccurate or inflated bills, or worse, causing Fires in the

. case of smart electric meters. /m\_—_/
\\A_-‘
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About SkyVision Solutions

Raising public awareness and finding solutions for smart grid issues related to invasions of privacy, data security, cyber
threats, health and societal impacts, as well as hazards related to radiofrequency (RF) radiation emissions from all wireless
devices, including smart meters,

View all posts by Skyvision Solytions —

This entry was posted in Smarkt Grid, Smart Meters, and RF Fmissions and tagged fires, Inaccurate Bills, Smart Meters, Smart Water Meters. Bookmark the permalink,

One Response to When Water Gets Inside Smart Meters, “All Bets Are Off.”

g::}:]é Anon says:

Ya¢ August 18, 2015 at 16:55

Are the smart meter components, both the meters and exterior transmitters properly insulated from potential EMR
sources conducted via the copper water mains? Can the water smart meters for example, withstand 4 amps /1.2 volts AC?

Have the following on copper /iron water mains ever been evaluated as a reason the meters register an increase in usage,
or have anything to do with the meters malfunctioning {spinning forward/backward, etc}:

Voltage,
Current,
Frequencies [possibly from locating antennas on water towers, dirty electricity],

Other EMR sources: for examptle, per code, the ground wire connecting the service panet to the water main, -allows for
both net current ‘running’ on the water main, and potential stray voltage originating from the utility neutral to create a

‘circuit’ that can result in subsequent vibrations. ..

And what of potential OC sources?

Reply.

This site uses Akismet to reduce spam. Learn how your comment data is processed.

Smart Grid Awareness
Btog at WordPress.com.
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Suburb's smart water meters regularly
overcharge residents

By Gregory Pratt, Lauren Zumbach and Joe Mahr
Chicago Tribune

SHARE THIS f L 4

Tribune investigation finds so-called smart water meters overbilling residents

JUNE 4, 2015, 5:02 AM

O ne of Chicago's largest suburbs uses a type of water meter that it knows has regularly overcharged
residents — sometimes by hundreds of doliars a bill — while failing to give the public accurate
information about the scope of the problem.

Tinley Park was one of the first towns to use so-called smart meters to record water usage in homes using
electronic instead of mechanical parts. The village has pitched the brand of meters it uses as more accurate than
mechanical models, but a Tribune investigation has found that the meters regularly overstate how much water
has gone through them, resulting in overcharges to residents.

The village has known of the problem for years yet failed in key ways to ferret out bad meters. When the village
found bad meters, it repeatedly did not fully refund residents. It has tried to explain away the problem in ways
contradicted by its own records, including understating by at least half the number of overbilling meters it has
documented. And those records lack details on how thousands more meters have failed — making it impossible
to determine the true number of meters the village has discovered with the problem.

"This was a disaster from the first day," said Bob Soga, a retired Public Works employee.

What is happening in the suburb offers a cautionary tale of how consumers can lose money as utilities across
the country move to meters that measure quantities electronically.

The danger to consumers can be particularly acute in Illinois, which does little to regulate publicly owned water
utilities even as consumers face skyrocketing water rates. Sugar Grove, the only other suburb known to have
used the brand, called SmartMeter, also has fielded complaints of overcharges, records show.

In a town that regularly boasts of being on national lists of best places to live, Tinley Park officials say the

problem is isolated and relatively harmless. They say they catch almost all mistakes before they lead to
nnnnnn haverna
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Village officials, he said, "don't just take the numbers and send out bills and then, you know, actually
overcharge people.”

But village records acknowledge $90,000 in refunds or bill adjustments. And a Tribune review of a sample of
cases suggests some residents were owed far more. It's unclear just how much more could be owed because the
village said it was too hard to provide the Tribune the data needed for such an analysis.

Beyond the attempt to get a full refund, the cases reviewed by the Tribune show residents at times struggled to
get the village to even acknowledge they were overcharged.

Robert Free said it took repeated complaints over 16 months to get his water meter replaced and a refund in
early 2013. He felt so frustrated that he kept a spreadsheet logging showers, laundry cycles, dishwasher runs
and toilet flushes to figure out why his bills were so high.

"I was overbilled,” he said. "What I said to them was ... 'You took my money, and you shouldn't have had it. I

T

want it back,

Bill and Cynthia Sifuentes said the village failed to alert them that the meters can overcharge — instead telling
them to check for toilet leaks — before eventually acknowledging the meter was to blame for high bills.

"They hid it,” Bill Sifuentes said.

National experts, including one cited by the village, have told the Tribune that the meters are so unreliable, the
village should replace them.

The fact that such an overcharge problem exists troubled Tom Kelly, a Maryland water official who heads the

industry’'s committee on meter standards. He said it "should never, ever, ever happen."
e ~.

“~ Consistent problem ~,

S ._—«—)

Thé_ problem is known as "spinning," a term that refers to how the readings on a meter climb higher and faster
than they should.

Imagine the figures on a gas pump rising faster than the amount of gas coming out of a hose. Water meters can
over-record the same way, although the spinning can be tougher for residents to spot because meters don't
display prices. Those costs come in bills every three months, compiled by village workers who take quarterly
readings that are converted to dollar amounts owed.

To study the problem, the Tribune obtained from the village hundreds of paper and electronic records and, in
an analysis, found 355 cases of meters the village diagnosed as spinning since 2007. That’s more than double
tho ara fimana thaoillnen maon manidantn in an anlina arbals Tt glg0 doesn't count thousands more meter failures
3y broke.
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The Tribune also reviewed 38 specific cases of spinning meters and found failures in how the village discovered
and handled the spinning. Reporters also pored over another set of records of 30 special tests done by the
village on SmartMeters and uncovered more accuracy concerns.

Reporters also reviewed village announcements to residents about the meters and found officials gave residents
inaccurate and incomplete information about the problem.

The village could not provide records on exactly how many meters spun since the first SmartMeters arrived in
2002.

Back then, the village had aging, traditional meters with mechanical parts. As those parts wore, the meters
measured less and less of the water flowing through.

Rich Bennett, a salesman who used to work for Tinley Park, introduced the town to British firm Severn Trent
and its new electronic SmartMeter, which promised "accuracy for life" with precision "at the rate of a drip."

The village, believing the meters would pay for themselves, according to documents, bought enough to cover a
fifth of the town.

Problems soon emerged. Bennett recalled that some of the first batch of SmartMeters spun. Soga said meters
kept spinning for as long as he worked at the village, through fall 2007.

"This was just an everyday occurrence,” he said. "There were hundreds of them, just hundreds of them."

Red flags were seen by the Florida firm that has long sold meter supplies to Tinley Park. Floyd Salser, an
engineer who runs the firm, said he used to sell the Severn Trent meters but stopped because of widespread
complaints of reliability.

Tinley Park chose a different path. According to documents, the town, still believing it could make more money
through SmartMeters, bought enough for every home.

As problems with the meters continued, the village complained to Severn Trent, records show. In 2013, the
village agreed to a nearly $186,000 payout if it voided the warrantees of the remaining Severn Trent meters.
After that, anytime a SmartMeter had a problem, it was up to the village to fix it.

A spokesman for Severn Trent in the United States said it was no longer in the water meter business and no one
at the company was available to comment.

Meter testing

In the midst of the Tribune investigation, village officials this year mailed a newsletter to all residents with an

1 a similar article online. But the articles included
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» The village described the problem initially as meter "failures" but didn't acknowledge that residents could be
overcharged.

» The village said its failure rate was normal, except for an "unusual spike" traced to a single batch of meters and
dealt with years ago. But records show spinning in many batches throughout the years — with 2014 having the
highest number of listed cases of any year.

« The village claimed it regularly, randomly tested meters, and all meters tested within national standards. Yet
the Tribune found that Tinley Park had only recently begun testing SmartMeters, and, of 30 tests, 18 ended with
a meter overstating a flow measurement that violated industry standards.

After the Tribune questioned the village in March about the inconsistencies, the village rewrote its online
article, acknowledging that meters spun, removed the reference to a specific batch being failures and tweaked
its language regarding the standards. It said the meters met industry standards "at the time of installation.” For
some meters in service, that was a decade ago.

Officials also initially assured residents that existing meters were "within" the industry standards for accuracy.
Now, the village said the meters tested "close to" standards. When asked how close was close enough, the village
declined to say.

Kelly, the industry's top official on accuracy, works for a Maryland utility. He reviewed village test results
provided by the Tribune and said he would have flunked many of the meters that Tinley Park tested.

The online article also gave assurances to residents about practices the village used to hunt bad meters, but the
Tribune found that the village's process missed case after case of spinning meters.

The village has touted software that it says easily pinpoints bad meters so they can be quickly fixed before
residents are overcharged. In October, Schepers told the Tribune that "99.9 percent is, we get the reading, it
looks out of whack, we do the investigation and, if need be, we make an adjustment.”

But reviews of hundreds of pages of records show that, many times, the town didn't catch the mistakes. The
special software often missed red flags. Sometimes the village tested suspicious meters and said they were fine,

only to return months later and confirm they were spinning, according to records.

Even in cases triggered by software alerts, the village delayed testing. Instead, the village quizzed residents
about their water use, such as whether they had additional house guests, watered new sod or filled pools —
despite seeing signs of potential spinning,.

Tinley Park residents Brian and Denise Miller got a $710 water bill in July 2011. They said it typically costs
them just $100 to fill their modest pool with water every year.

?' " Denise Miller recalled. Their
TRY 3 FREE MONTHS! FREE TRIAL )ls of water be enise Miller
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Residents complain

In cases reviewed by the Tribune, many residents got relief only if they spotted problems and complained, often
repeatedly.

Most residents were first sent dye strips to put in their toilets to see if perhaps the bowl was leaking — such was

the case for Bill Sifuentes. He said the village, knowing it has a problem, should immediately be checking
suspect meters without making residents do the tests.

"What if you've got an elderly person and they don't even know how to use the strips?" he said.
Notes by village employees in village records help buttress Sifuentes' argument.

One woman — described as an elderly, physically disabled widow who lived alone — repeatedly complained
since at least 2010 that her water bill was too high. She was repeatedly sent dye strips, according to documents.
The village finally tested her meter more than four years after her first complaint. By then the meter's screen
had gone blank, but the village worker wrote that he suspected it had been spinning.

Since the change, her new meter recorded an average of 25 percent less water per day than her old meter
claimed, the Tribune found.

That woman's experience highlights the contradictions in the village's explanation of how meters spin — an
explanation that can cost residents money. The village has told residents that when meters begin to spin, they
spin so ferociously that they're easily spotted: "This spinning condition only lasts a brief time, and the recorded
consumption is much too excessive to be mistaken for normal use,” the village wrote in its latest online message
to residents this year.

That's why, the village said, those with spinning meters typically deserve refunds for only the most recent bill.

A sample of cases confirmed that residents whose meters were spinning typically got just one bill reduced. Yet
the Tribure, in its review of dozens of cases, found evidence that most of those meters were spinning for
months, perhaps years, before the village acknowledged a problem. Robert Free said he tapped on his pipe and
saw his meter readings jump — more than a year after he first complained and the village said his meter was
OK.

The village initially cut only one of his bills, from $136 to $102. He said he had to argue that he was owed more,
and the village agreed to refund him more money if his new meter proved he used less water. When his new
meter proved it, the village refunded Free another $167 to cover another 1 1/2 years of presumed overcharges.

Longtlme re31dents Carl and Donna Gerhch had years of unexplained spikes, with no intervention from the

in 2011, The village cut their water bills by $109.

1
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"We pay our taxes. We pay a lot of taxes ... and the least you expect is for the village that you live in not to cheat
you,” Donna Gerlich said. "That bothers me greatly."

Village officials say they have never knowingly overcharged residents. Yet they acknowledge they've done no
tests to better gauge how meters spin. To defend their rationale on how meters spin, they cited conversations
with Salser, who helps set industry standards and whose firm specializes in meter testing equipment.

Salser told the Tribune that his firm years ago found that that type of meter seemed to spin in obvious ways.
But, when told of the cases uncovered in Tinley Park, Salser said that it also “makes perfect sense” that meters
could be spinning in ways not easily detected until a big failure.

The future

Salser said he was surprised the village still was using 19,500 SmartMeters, a model he said that has "absolutely
the worst performance” of any he's known. He suggested the village consider taking them out and charging
residents a flat water fee — similar to what's done in most of Chicago — until it can install more reliable meters.

"They're not going to get better,” he said. "It's time to pull the plug and fix it."

The village can keep using the meters as long as it wants — regardless of accuracy. In Illinois, only water
utilities run by private firms are required to ensure tested meters meet industry standards. And without

thorough testing, Kelly said there's no way to know for sure how many meters in Tinley Park may be
overcharging.

Tinley Park said it spent $1.8 million to buy all the meters and it would cost too much to test all the meters or
replace them.

In 2013, the village started replacing failing meters, first with a mix of meters using mechanical parts, then a
different type of electronic technology. But nearly 9o percent of homes continue to have SmartMeters.

One house that has a SmartMeter is Soga's. The retired village employee knows to regularly check it for wild
readings. He hopes others learn to do the same.

"I know there's some spinning meters out there right now, and people don't know," he said, "and they're paying
the bill."

gpratt@tribpub.com
lzumbach@tribpub.com

imahr@tribpub.com
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Another suburb reports problems with
digital water meters

A smart meter in the Tinley Park home of Bob Soga, a former Tinley Park employee. (Zbigniew Bzdak, Chicago Tribune)

By Joe Mahr, Lauren Zumbach and Gregory Pratt
Chicago Tribune

SHARE THIS ,
f v ! ‘Smart' water meters show problems in another suburb

JULY 25, 2018, 5:39 AM

q s one Chicago suburb struggles to cope with chronic overcharging by its "smart” digital water
meters, another is ramping up random testing after finding that some of its meters claimed
usage when not even hooked up.

The revelations in west suburban Aurora open a new front in questions over the accuracy of next-
TRY 3 FREE MONTHS! . . . .
BeNGLALOBHNRERIIGEYS at a time wh&ERBETRIARihing popularity across Chicagoland and the

country, and in a state that does little to ensure most water meters installed in homes are accurate,
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Aurora officials stressed that the problems were tied to fewer than 10 meters out of thousands, and
the manufacturer has reported fixing the problem in newer meters. But the suburb said it was
concerned enough to boost random testing of the digital meters while also preparing to ask the
manufacturer to either replace a suspect batch of digital meters or provide equipment to more closely
monitor their readings.

A Tribune investigation, published in June, uncovered widespread problems in the southwest suburb
of Tinley Park, where a different brand of digital meter had hundreds of cases of overbilling, with
thousands more meter failures unexplained. The suburb's Public Works director has resigned amid

questions over his handling of the issue, and its elected leaders are seeking an outside review,

The problems come as water departments across the country move to meters that use electronics. The
older meters use mechanical parts that wear down over time and can undercharge residents, while
the digital meters are touted as being accurate for life — allowing cash-strapped localities to bill for
every drop of water used.

Aurora has installed 9,000 digital meters since 2014, covering about a fifth of the suburb. About a
third of the digital meters belong to a batch that produced almost all the problem meters.

The problems began in February, when workers began noticing strange fluctuations in readings by
meters that had been pulled from homes. Ray Hull, the suburb's water superintendent, placed an
unhooked meter on his desk for days and, every morning, saw its readings had moved, according to
emails provided to the Tribune under the state's open records law.
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Other digital meters in the office had readings that also kept changing — even though they too were

not hooked up to any water.

"They were on a shelf ... until Friday. On Friday, they were put into a box and left there until

(Monday),"” he wrote to a colleague. /

They
spinning backward and two whose patterns couldn't be determined. Two months later, village
workers found another meter, hooked upin a home, that inexplicably bounced back-and-forth

ong eight unhooked meters showing strange readings: three spinning forward, three

between display numbers.

Officials said the first eight meters had been pulled from homes for issues unrelated to potential
overbilling, and they checked the usage data reported by the meters to ensure they hadn't overbilled.
But they said they were so concerned about the meters' strange behavior that they asked the
manufacturer, Sensus, what went wrong. Records show that Sensus determined water had gotten into
the meters' electronics in ways the manufacturer hadn't before realized.

A national industry expert, Tom Kelly, told the Tribune that that's the key danger to electronic
meters: "Once you get water inside the electronics of these meters, all bets are off. It can do just about
anything."

Sensus, based in North Carolina, declined to elaborate on the problem with the Tribune. It told the
suburb that it had beefed up waterproofing in newer batches — 6,000 of which went to Aurora,
records show. City officials said the ninth suspect meter came from that batch, and it's still being
tested to determine what went wrong. '

Kelly, who heads the industry's committee on meter standards, said the small number of suspect
meters in Aurora doesn't signal a major problem there, although he said it should prompt greater
oversight of the meters.

Aurora has begun a testing program to measure the accuracy of 2 percent of new meters before
they're installe(i and an additional 300 meters taken out of service every year. Officials said they're
considering increasing that rate even more in light of the problems discovered. Of 18 recent tests
provided to the Tribune, no meter failed national standards, although roughly a quarter of them
showed that the meter at times overbilled by 1.5 percent — the maximum allowed under the
standards.

"The Fﬁ)al is that Aurora residents would have confidence that the water they're bringing in would be
TRY 3 FREE MONTHS! o , . ‘
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officer, Carrie Anne Ergo.

http.://www.chicagotribune.com/news/ct-aurora-water-meters-met-20150724-story.html 0%9%) 2018

°
\
/

rd
/



Another suburb reports problems with digital water meters - Chicago Tribune Page 4 of 4

The city is not required by law to test the meters because it is a government body. Illinois regulators
require only privately run utilities to test water meters, typically testing each meter once every 10
years. ComEd is also required to test its digital electric meters periodically.

A Tribune survey of other suburbs using digital meters found that the brand used by Aurora — called
iPerl — is the most popular and is deployed in varying degrees in Berwyn, Burr Ridge, Des Plaines,
Glenview, Hinsdale and Lisle. None of those suburbs reported doing independent random tests to
ensure the meters are accurate, instead citing manufacturer testing that Kelly said isn't robust
enough for his Maryland utility to rely upon.

"The only way for you to know how your meters are working is for you to test them," Kelly said.
gpratt@tribpub.com

[zumbach@tribpub.com

jmahr@tribpub.com

Twitter @royalpratt

Twitter @laurenzumbach

Twitter @JoeMahr1

An earlier online version of this story was accompanied by a photograph depicting a smart

electricity meter, not a smart water meter.

Copyright © 2018, Chicago Tribune

This ‘attr(data-c-typename)’ is related to: Aurora

TRY 3 FREE MONTHS!

Hurry, offer ends 10/2 FREE TRIAL »

000042
http://www.chicagotribune.com/news/ct-aurora-water-meters-met-20150724-story .html 9/27/2018



Water
Services, Inc.
A SouthWest Water Company

Customer Service
866,654.SWWC (7992)

October 18, 2018
Dear Mr. Batts,

Thank you for bringing this concern to our attention, so we may discuss with you the findings that were sent
to the customer, Sue Wahl.

We received your letter and wanted to promptly address the actions taken for Ms. Wahl’s concerns.

1. We immediately began our investigation after notification of the issue by the Public Utility
Commission.

2. We provided our response on October 5.

Within this letter, you will also find the response and supporting documentation for your reference.

4, We also want to confirm that Ms. Wahl is currently receiving water service and was in service during
time of investigation.

w

After thorough review, the results of this investigation are as follows:

e Both reads of 41,000 and 52,000 are correct as displayed by consistent meter reads.

¢ We did not detect any leaks that would affect the customer’s usage.

« The data log shows the usage was accurately calculated. We do see consistent, 3,000 gallon spikes
within the usage which can typically indicate the use of irrigation.

« The meter accuracy test concluded the meter is accurately reading the usage. Three flow test utilizing
10 gallons each which, as indicated in the pictures provided of the meter, supported the change in
read from 146.09 to 146.12.

To further address Ms. Wahl’s concerns about the meter reading device, the meter is the same as before,
which has been accurately reading the water usage at the home for many years. We did upgrade the register
of the meter. This is the electrical component of the meter that sends signals to our technician of the read
each month and helps provide detailed information of usage.

Ms. Wahl is generally a high water user with an average close to 20,000 gallons and spikes up to 35,000
gallons in the summer. However, although the usage is valid, we do understand the bill in questions is an
abnormal spike and so we do offer the ability for a payment arrangement. It should be noted Ms. Wahl has
recently entered into a payment arrangement with us for the remaining balance owed.

We feel we have fully addressed this matter and hopefully provided Ms. Wahl with as much information
needed so she can be confident in knowing she is receiving quality, accurate service. We truly appreciate
her as a customer. If she ever has any other questions or concerns, we encourage her to call Customer Care
at 866.654.7992 or by email at TXCustomerCare@swwc.com.

Sincerely,

Charles W. Profilet, Jr., P.E.
Managing Director, Texas Utilities
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City Manager’s Office

30360 Cougar Bend

Bulverde, Tx 78163

P:830-980-8832 F:830-438-4339

dbatts@bulverdetx.gov FRONT PORCH OF THE TEXAS HILL COUNTRY™

12/03/2018

SWWC Utilities, Inc. Via U.S. Mail, First Class, Postage Prepaid
Attn: Managing Director Certified Mail No. 7018 0360 0001 1993 0066
12535 Reed Rd.

Sugar Land, Texas 77478

Sue Wahl Via email: [ T

4626 Evening Shadows Dr.
Bulverde TX 78163

RE:  Customer Complaint

Customer Account Number: | NG

Customer Name: Sue Wahl

Customer Address: _

Greetings:

The City of Bulverde (the “City”) has received the enclosed complaint (the “Complaint”) regarding
the above utility customer (the “Customer”) served by SWWC Utilities, Inc. (the “Utility”). Because the
Customer’s service address is within its municipal boundaries, the City has original jurisdiction over the
Complaint pursuant to Texas Water Code § 13.042,

Pursuant to Article 13.08, Code of Ordinances of the City of Bulverde, Texas (“Article 13.08”), the
City hereby notifies the Customer and the Utility as follows (as indicated by a mark next to the option
selected):

The City will not consider the Complaint. No further action will be taken or is necessary
under Article 13.08. The Customer may file the Complaint with the Public Utility
Commission of Texas pursuant to 16 Tex. Admin. Code § 22.242(e)(1)(A)(i).

v The City will consider the Complaint. Pursuant to Article 13.08, the Utility must submit a
response to the City within thirty (30) days of the date of this correspondence. Such
response may request a hearing and must include all evidence that the respondent wants
the City Council to consider in resolving the complaint. If the response is not filed within
the 30-day time limit, then the City Council will decide the complaint based on the contents
of the complaint and the recommendation of City staff only. If respondent does not request
a hearing, then the City Council will decide the complaint based on the information on file

and the recommendation of City staff without a hearing. Any hearing regarding the
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ARTICLE 13.08
WATER AND WASTEWATER UTILITY COMPLAINT PROCEDURES

13.08.001 Applicability
The procedures set forth in this Article apply to all complaints regarding water and wastewater
utilities within the city limits of the City of Bulverde, Texas that are subject to the jurisdiction of

the City pursuant to Texas Water Code § 13.042.

13.08.002 Definitions

In this Article, the following terms have the meaning ascribed to them below:

Affected person. Any person or entity whose utility service or rates are affected by any
proceeding before the City under these Procedures.

City Council. The city council of the City of Bulverde, Texas.
Commission. The Public Utility Commission of Texas.

Commission_rules. The rules and regulations adopted by the Commission and the
provisions of the Texas Water Code pertaining to the Commission.

Complainant. A person that files a complaint with the City under these Procedures.
Complaint. An informal or formal complaint filed under these Procedures.
Person. Natural persons, organizations, government or governmental subdivision or

agency, business trust, estate, trust, partnership, association, utility, and any other legal
entity.

Procedures. The procedures and terms of this Article.
Respondent. The person against which a complaint is filed under these Procedures.

TAC. The Texas Administrative Code,
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(c)

d

Informal Complaints.

(1)

@)

Required; Exceptions. All complaints must be submitted to the City for
informal resolution by City staff before presenting a formal complaint to the
City with the following exceptions:

(A)  the complainant is City staff or a governmental entity;

(B)  the complainant alleges that a water or sewer utility has abandoned
the service of the utility;

(C)  the complainant alleges that a wholesale water or sewer provider has
discontinued, reduced or impaired its wholesale water or sewer
service to its customers for reasons other than those specified in 16
TAC § 24.88.

(D)  the complainant has requested and been granted a waiver of informal
resolution by City staff. Such waiver request shall clearly state the
reasons that informal resolution is not appropriate. City staff may
only grant a waiver request for good cause.

Termination. City staff shall attempt to informally resolve all complaints
within 35 days of the date of receipt of the informal complaint. City staff
shall notify, in writing, the complainant and respondent of the status of the
dispute at or before the end of the 35-day period. Such notification shall
include a copy of these Procedures or a link to a City website containing
these procedures. If the complaint has not been resolved to the satisfaction
of the complainant within the 35-day period, then the complainant may
submit a formal complaint to the City Council.

Formal Complaints, If an attempt at informal resolution fails, or is not required, the

complainant may present a formal complaint to the City Council. If an informal
complaint is required, a formal complaint must be filed within 10 days of receiving
the notification required by subsection (c)(2) of this Section 13.08.003, above, If
the formal complaint is not filed within the 10-day period required by this
paragraph, the City Council will not consider the formal complaint and complainant
may submit the complaint to the Commission pursuant to 16 TAC §
22.242(e)(1)(A)().
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inspection or production of documents or things, requests for admissions,
and depositions by oral examination. The parties must respond to requests
for information within 20 days of receiving same.

Rebuttal Testimony. The parties may submit written testimony rebutting the
written testimony of the other party no later than the tenth (10th) day prior
to the hearing date.

Exclusion of Evidence. Evidence that was not submitted in writing to the
City or provided to any other party as required is not admissible at the
hearing. Evidence responsive to a discovery request but that was not
provided in response to a discovery request is not admissible at the hearing.

Conduct and Nature of Hearings. All hearings shall be conducted before
the City Council in the place and at the time specified in the notice. Hearings
shall be conducted by a presiding officer. Unless specified otherwise, the
Mayor of the City of Bulverde, Texas shall be the presiding officer. The
presiding officer has broad discretion in conducting the course, conduct, and
scope of the hearing, including the ability to call and examine witnesses,
recess any hearing from time to time, abate any proceeding, or take any
other action not prohibited by law or Commission rule that is necessary for
an efficient and fair hearing. The presiding officer shall conduct the hearing
in such a manner to secure fairness in administration and eliminate
unjustifiable delay. The presiding officer shall endeavor to limit the
presentation of evidence that creates an unfair prejudice, confuses the
issues, or causes undue delay or needless presentation of cumulative
evidence. To that end, the presiding officer may set reasonable times for
parties to present evidence and cross-examine other parties’ witnesses,
establish the order in which the parties will present evidence and conduct
cross-examination, and limit the number of witnesses. All matters within
the power of the presiding officer pertaining to the conduct of the hearing
may be reduced to writing and provided to the parties prior to the hearing.

Order. After the conclusion of the hearing, the City Council will issue a
written order setting out the City Council’s decision pertaining to the
complaint. Such written order shall constitute the final decision of the City
Council pertaining to the complaint and is appealable to the Commission in
accordance with 16 TAC § 22.242(e)(1)(A)(i). -
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From: noreply@civicplus com

To: Danpy Balts
Subject: Online Form Submittal: Formal Water Utility Billing Complaint Form
Date:; Monday, November 19, 2018 1:42:01 PM

Formal Water Utility Billing Complaint Form

“*Note:State Law requires that a complainant file and process an "Informal
Complaint”" before the "Formal Complaint" process can be used. Initial complaints
submitted using this form will be processed as "Informal Complaints" in
accordance with these requirements.* Customers of Water Utility Companies
under City jurisdiction (operating within the City Limits) may file complaints with
the City if they believe that they have been billed incorrectly. In order to file a
complaint, the customer must file the appropriate form and follow the City's Billing
Dispute Resolution Process.

Please review the Billing Dispute Resolution Process
City's Billing Dispute

Resolution Process at

the following link.

Account Holder's Name

First Name Sue

Last Name Wah!

Account Holders e- NN
mail address

Ac;:oﬁn-t Holder's I
Telephone Number

Service Address o
Addressi I
Address?2 Field not coﬁpleted.

City I

State m

Zip I

Alternate Contact Address (If different from Service Address)

Address1 Field not completed.

Address2 Field not completed.
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Water
Services, Inc.

A SouthWest Water Company

QOctober 5, 2018

Susan Wahl
4626 Evening Shadows Dr.
Buiverde, Texas 78163

i

Dear Ms. Wahl:

We are in receipt of your inquiry to the Public Utilities Commission (PUC) regarding rates
and charges. Providing each customer with an excellent customer service experience is
important to us and thank you for allowing us the opportunity to respond.

Per the PUC inquiry, you are disputing the usage due to being billed excessively since the
meter changed to a “Smart Meter.” Our records indicate that we replaced the meter register
on March 4, 2018, The meter is the same, however, just the register portion of the meter
was upgraded as per the notice which accompanied the monthly invoices for March, April,
and May that provided Notice of Upcoming Routine Maintenance/Register Upgrades.

The register of the meter installed at your address is an Automatic Meter Reader (AMR)
register. These registers send an electronic signal to meter reading software each month
allowing for the meters to be read without the need for human intervention. This saves not
only time and resources but also inhibits the human element of someone incorrectly keying
in a read. Please note that your meter is read every month utilizing this procedure. This is
a real read and it is what we use for billing.

Qur records further indicate that your account was established on May 18, 2007, for water
service, within the Oak Village North area. The monthly meter reads occur on/about the 9t
of each month. The invoices in question are for the months of August billed for 41 kgals
usage, and September billed for 52 kgals usage.

Based on our records, below are our findings and actions taken on this account:

e August 15t — Billing verified the monthly read of 86, prior to releasing the August
bill. No dispute of the 41 kgals was received. We thank you for your payment of
$342.83 on September 5, 2018.

e September 17™ - records indicate that a “High Bitf Dispute” was received due to
usage of 52 kgals billed at $443.38. We also received your call requesting a
payment arrangement, and we did inform that we needed a payment for $221.69,
and then we would assist with setting up the arrangement. Also, we checked for a
leak at your property as requested, we recorded the read at 145, and there was no
leak detected.

September 18% — we received this inquiry.

September 19t — we reread the meter, checked for leaks, and the read was 145,
with no leaks detected at the location. Again, the reads were progressing and
appeared to be in-line with previous reads and usage recorded and billed.

e October 2, 2018 — we received your payment of $221.00, and we thank you. The
current balance due on your account is $222.38, which is now past due.

e October 4, 2018 —~ we received the data log which shows that water went through
the meter. Also, we Included pictures of before and after the meter accuracy test.
The test results revealed the meter is performing accurately and meets the American
Water Works Association standards. The read captured was 146, and there was no
indication of a leak. \
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CUSTOMER PROTECTION DIVISION Complaint Normal

ON-LINE COMPLAINT FORM Tuesday, September 18, 2018
[nvestigator: ., Unknown Customer:
Date Pending: Last Name: Wahl
Complaint No: CP2018090639 First Name: Susan
Company: WATER SERVICES INC. Business:
Complaint: Rates & Charges Date Closed:
Service No: Date Received: 9/17/2018
Account No: [INENEREEEN
Spanish: No
Service Address: il Addr
] 4626 Evening Shadows Dr
A Bulverde X 78163
Alt Last: Day: NN

Alt First: Alt' _ '
» Email: p

Complaint Note:

CCN 11106 : The water company replaced our meters with "Smart Meters" and ever since this has
happend | have been billed in excessive amounts 5 different times. The bill | received on Saturday is in the
amount of $444.38 and | am being charged with using 52,000 gallons of water - last month (August) they
charged me for 41,000 gallons of water usage! | am at work all day long and have lived in this home for
20+ years and have never had water bills like this - it is ridiculous. When | call them to speak with them
they say it must be paid or my water will be turned off. | called them today (8/17) and spoke with them
again and she said | have to pay 1/2 which they must have in their hands and they will put me on a
payment plan - seriously | did not use 52,000 gallons of water!! There was a water leak in the front

Entered: 9/17/2018 3:45:00 PM Entered By: ., Unknown




AA . .
A\/\‘ﬁzﬁﬁg MasterLink DData Col{tectlon System
. ata Log Repo.
10/4/2018 11:31 am From: 4/17/2018 (11:03) To: 10/4/2018 (11:03) Page 1 of 7
Address:

Datalog Event: 2583409 Customer: SUSAN WAHL

MeterSN: 7938646 Electronic ID: 16766180
Peak Consumption: 3820 Occurred 7/22/2018 (11:03)
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Date & Time Readi Usage
10/4/2018 11:03 146080 10
10/3/2018 11:03 146070 20
10/2/2018 11:03 146050 - 10
10/1/2018 11:03 146040 70
9/30/2018 11:03 145970 10
9/29/2018 11:03 145960 30
9/28/2018 11:03 145930 10
9/27/2018 11:03 145920 20
9/26/2018 11:03 145900 60
9/25/2018 11:03 145840 20
92412018 11:03 145820 20
9/23/2018 11:03 145800 60
9/22/2018 11:03 145740 30
9/21/2018 11:03 145710 10
9/20/2018 11:03 145700 10
9/19/2018 11:03 145690 30
9/18/2018 11:03 145660 10
9/17/2018 11:03 145650 50
9/16/2018 11:03 145600 20
9/15/2018 11:03 145580 20
9/14/2018 11:03 145560 10
9/43/2018 11:03 145550 3280
9/12/2018 11:03 142270 3250
9/11/2018 11:03 138020 .30
9/10/2018 11:03 138990 40
9/9/2018 11:03 138950 60
9/8/2018 11:03 138890 10
9/7/2018 11:03 138880 20
9/6/2018 11:03 138860 3290
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Mylféfﬁsli': MasterLink Data Collection System

) Data Log Report
10/4/2018 11:31 am
@ From: 4/17/2018 (11:03) To: 10/4/2018 (11:03) Page 3 of 7

Address:
Customer: SUSAN WAHL
MeterSN: 7938646 Electronic ID: 16766180
Peak Consumption: 3820 Occursed 7/22/2018 (11:03)

Data Log Event: 2583409
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Date & Time Reading Usage

8/6/2018 11:03 79970 50

8/5/2018 11:03 79920 3330

8/4/2018 11:03 76530 3570

8/3/2018 1103 73020 20

8/2/2018 11:03 73000 3280

8/1/2018 11:03 69720 3340

7/31/2018 11:03 66380 330

7/30/2018 11:03 66050 660

7/26/2018 11:03 65390 3780

7/28/2018 11:03 61610 3430

7i27/2018 11:03 58180 750

7/26/2018 11:03 57430 730

7/25/2018 11:03 56700 760

7/24/2018 11:03 55940 2030 2

71232018 11.03 53810 1600

7/22/2018 11:03 52310 3820

7/21/2018 11:03 48490 390

7/20/2018 11:03 48100 800

7/19/2018 11:03 47300 280

7/18/2018 11:03 47020 40

7/17/2018 11:03 46980 20

7/16/2018 11:03 46960 60

7/15/2018 11:03 46900 870

7/44/2018 11:03 46030 920

7/13/2018 11.03 45110 10

7122018 11:03 45100 30

7/11/2018 11:03 45070 40

7/10/2018 11:03 45030 30

7/812018 11:03 45000 70

7/8/2018 11:03 44930 1020
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MM@%‘E& MasterLink Data Collection System

10412018 11:31 am Data Log Report

Page b of 7
From: 4/17/2018 (11 :03‘ To: 10/4/2018 ‘1‘1:03} 9
, Address:
Data Log Event: 2583409: Customer: SUSAN WAHL
MeterSN: 7938646 Electronic ID: 16766180
Peak Consumption: 3820 Occurred 7/22/2018 (11:03)
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Date & Time Reading Usage
6/7/2018 11:03 33040 560
6/6/2018 11:03 32480 30
6/5/2018 11:03 32450 i 120
6/4/2018 1103 32330 700
6/3/2018 1103 31630 860
6/2/2018 11.03 30770 860
6/1/2018 11.03 29910 10
613172018 11:03 29900 500
5/30/2018 11:03 28400 440
6/29/2018 11:03 28960 60
5/28/2018 11:03 28900 540
52712018 11:03 28360 980
5/26/2018 11:03 27380 8980
5/25/2018 11:03 26490 10
5/24/2018 11:03 26480 20
5/23/2018 11:03 26460 70
522/2018 11.03 26380 20
5/21/2018 11:03 26370 30
5{20/2018 11:03 26340 1330
5/19/2018 11:03 25010 850
5/18/2018 11.03 24160 60
5/47/2018 11:03 24100 20
5/16/2018 11:03 24080 20
5/15/2018 11:03 24060 20
5/14/2018 11:03 24040 40
5/13/2018 11:03 24000 1530
5/12/2018 11:03 22470 860
5/11/2018 11:03 . 21610 20
5/10/2018 11:03 21590 30
5/9/2018 11:03 21560 80
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10/4/2018 11:31 am

Data Log Event: 2583408

MasterLink Data Collection System

Data Log Report
From: 4/17/2018 (11:03) To: 10/4/2018 (11:03) Page 7 of 7
Address:
Customer: SUSAN WAHL
MeterSN: 7938646 Electronic ID: 16766180
Peak Consumption: 3820 Occurred 7/22/2018 (11:03)

Number of Readings For This Data Log: 171
Average Usage For This Data Log: 770
Total Usage For This Data Log: 131640 rev 2/212011
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Water Account Number: -
- Invoice Number:
Services, Inc.

Billing Date: 10/16/2018
A SouthWest Water Company Total Amount Due By: 11/01/2018
Customer Service:  866-654-7992 Service Address:

Emergencies: 866-654-7992 —
Visit us online: WWW.sWwe.comitexas

Current Reading Based on Actual

Page 1 of 1
Rate Meter Read Dates Number Meter Reading Usage Meter
Type From To Of Days Pravious Current KGAL Number
58" - R 09/10/18 ] 10/09/18 30 138.0 l 146.0 8.0 7938646
*KGal (1000 Gallons) A Consumption = 17.8 ‘
al( ons) Average S Account Summary
Water Usage History - 13 Month Usage in KGal* Previous Bill Amount $443.38
Totat Monfhly Usage Payment Recelvef! 10/02/18 - Thank You o -$221.00
(Payments after 5:00pm will NOT reflect on this invoice.)
i Balance $222.38
4
Current Billing and Other Basic Charges
® Water Base $47.28
18 Water Usage $31.10
o TX. Comm Environ Quality $0.78
$79.16

B Previous Month's Usage [l current Month's Usage $3

$309.46

Message Center

Project Wishbone registration is underway for.registered The "Due Date” listed on this bill applies to _current c harges
H20 customers. See enclosed insert for additional only. Past due accounts are subject to service termination and
information. will be sent to collections.

Need assistance paying your water bill? Register for Help2Others today.

Account Number:
WATER SERVICES Total Amount Due By 11/01/18: $301.54
Total Amount Due After 11/01/18: $309.46
SOUTHWEST WATER COMPANY
P.O. Box 4657 Please make check payable to:
Houston, TX 77210-4657 WATER SERVICES

and phone corrections.

Please check hers and Amount R i 'gw e
see reverse for address Enclased ¥ a
» J .

by teet g bl (o gt Pyl Tl ]

SUSAN WAHL WATER SERVICES

4626 EVENING SHADOWS DR P.O. Box 4657
BULVERDE TX 78163-2706 Hauston, TX 77210-4657

000000000000 03 DOL37 0DO0DLOOO031bL73 9 00 0OD30L54 000309660086




Water
Services, Inc.

A SouthWest Water Company

October 10, 2018

HULBLETY TS LA LU LEFET LY LY EX CPY R L LY TR R U

SUSAN WAHL
4626 EVENING SHADOWS DR
BULVERDE TX 78163-2706

Re: Instaliment Plan on Account # 001000031673
Dear SUSAN WAHL,

Thank you for contacting SouthWest Water Company to establish a payment arrangement to satisfy the outstanding balance

currently due on your account. This ietter details the terms and conditions of the agreement discussed between you and Southwest
Water Company.

As of the date written above, the balance due on your account is $222.38
This amount includes your past due balance of $222.38

You have agreed to make payments each month for D6 months for the total balance owed on your account. As of the writing of this
letter this equates to approximately $37.00 or each month in addition to your normal bill. Please note, if a new invoice Is generated
during the 14 day waiting period, it will automatically be incorporated into the new amount due into the payment plan thereby
changing the totat above.

instaliment payments are due on or before the due date indicated on each month's statement, in addition to the current amount
due on your monthly bill. IF YOU MISS A PAYMENT, AND/OR DO NOT PAY THE FULL (INSTALLMENT & CURRENT) AMOUNT DUE, BY
THE DUE DATE YOUR SERVICE 1S SUBJECT TO DISCONNECTION, If you are unable to make your installment payment as agreed, or
unable to pay your current month's billing, please contact us immediately before the due date of the instaliment at (866) 654-7952
to discuss further aptions. ‘

**|MPORTANT** - THE PAYMENT ARRANGEMENT WILL NOT BEGIN UNTIL THIS FORM S RETURNED. FAILURE TO SIGN AND
RETURN THiS AGREEMENT TO US BY Octaber 30, 2018 DISSOLVES ANY VERBAL AGREEMENT MADE.

Please date, sign and return a copy of the agreement to us. For your convenience you may fax: (832) 209-5395, email:
txcustomercare@swwc.com or maii: SouthWest Water Company, ¢/o Customer Service Department, 12535 Reed Rd, Sugar Land, TX
77478. Failure to complete and return this form does not relieve payment obligation.

TERMINATION NOTICE:
We must receive the signed payment arrangement and/or your full payment of your past due balance of $222.38 by or before
$:00 pm on October 30, 2018 in order to avoid disconnection.
1f your service is disconnected, you wili be required to pay a reconnection fee of $25.00. If no deposit is on file, a depostt per service
(water/sewer) will be required. All outstanding fees and account balances must bepald BEFORE service is restored. Reconnection
may take up to 36 hours, Should you choose to pay the following payment options are avaifable:

s Pay online at www.swwc.com/myaccount, Payments usually post te your account within one hour.

= Bymail: P.0. Box 4657, Houston, TX 77210-4657. Please be advised this option may take severaldays.

. in person: Payments can be made at Customer walk-in service centers Including Wal-Mart, FidelityExpress or Checkfree locatlons,

We value you as a customer and appreciate thls opportunity to be of service. If you have any guestions, please contact our Customer
Care Center at 866-654-7992 hetween the hours of 8:30am and 5:00pm CST.

. SouthWest Water Company

Accepted and Agreed;
b

Signature
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Account Number: So—
‘SNat?r | Invoice Number: - =
ervices, Inc. Billing Date: 0911712018 =
A SouthWaest Water Company Total Amount Due By: 10/03/2018
e - RS- Customer Service:  866-654-7992 Service Address:
. Emergencies: 866-654-7992
Visit us onfine: www._swwe.com/texas
Current Reading Based on Actual Page 1 of 1
, Rate Meter Read Dates Number Meter Reading Usage Meter
Type " From To " Of Days Previous Current KGAL Number
—n e .- : 5/8" - R . 08/10/18 09/09/18 31 86.0 i 138.0 52.0 7938646
. *KGal (1000 Gallons) Average Consumption = 18.4 A
. ccount Summa
C _ ummary
Water Usage History - 13 Month Usage in KGar Previous Bill Amount $341.83
Total Monthly Usage Payment Received 09/05/18 - Thank You -$342.83
9 (Payments after 5:00pm will NOT reflect on this invoice.)
& Balance $1.00
48
e Current Billing and Other Basic Charges
' : ® Water Base
; 18 Water Usage

TX. Comm Environ Quality
rrent Cha

§ O ND J FM A M J J A §

Previous Month's Usage l Current Month's Usage

- T Message Center

If you are located within the City of Bulverde, please note

effective March 13, 2018, new usage rates are in place per

the rate agreement with the city. All other customer service P
- charges will remain the same.

Stay informed of outages and provide us with your email address today!

850000




FMS FLUID METER SERVICE, CORP.

SaLes » Rerar » TESTING « CAUBRATION

MeTERS » CONTROL VALVES * BACKFLOW PRreEvENTERS
FMS @00) 8444472 Gary Faber - CE.O.
(512) 258-3594 Tel. 512-426-4035 Mobhile
{512) 258-4386 Fax Email fluidmeter] @ aof.com £.0. Box 340215

7304 McNeil:Dr,, #604
Austin, TX 78734-0215 Austin, TX 78729

TO: 50w3r\4\uoe&+ maf"*% pate: |~ T~2x0\8
Ou\cs \l\\\zs.c\e, N v &\

SlZE:‘gg’(‘;’ %\;\KE Wos Gy ‘rypE-C‘: 308
METERE |G EYA ":o/ 19438¢ 4
METER LOCATION ‘ ‘

e
BEFORE; O tuaoc, o

BO#_____WO#____FMSORDER#
QUANTITY. _ DESCRIPTION PRICE
‘ Aww \°c SWMASM'D ‘\t—>+ ,
AN kS \ -
. // o
et | .W\.Q.'\'CN' wMmeetls Prww i 5‘\"&%_ o \Jes e
CERTIFICATE OF CALIBRATION

I'his is to certify that the physicaf standards destribed below were on this day eompared to the siandards of the stale of Texas which are Jircetly fraceable «
standards of the National Bureau of Stendards [NBS Test-No.'s 39569,40093,179355,225713] A W.W.A Test.

DETAILS OF TEST '
LINE NO. €5FF | RATEOFFLOW | TOTALEGHFE | %OF | CORRECTED % OF
GALS. GPM. GALS. " ACCURACY ACCURACY

V| o Yy 9.8 | 8° %
Z | 10 | lo. 4 n° %
3| 10| 15 1602 | 102° 4

e AT~

% 000059
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12/20/2018 FedEx Ship Manager - Print Your Label(s)

kdEx . Shipment Receipt

Address Information

Ship to: Ship from:

Mr. Danny Batts Marleni Alvarez-Sigaran
City of Bulverde SouthWest Water Company
30360 Cougar Bend 12535 Reed Road

City Manager

BULVERDE, TX SUGAR LAND, TX
78163 77478

Us us

8309808832 8322095131

Shipment Information:

Tracking no.: 774038122220

Ship date: 12/20/2018

Estimated shipping charges: 24.44 USD

Package Information

Pricing option: FedEx Standard Rate

Service type: Priority Overnight

Package type: FedEx Envelope

Number of packages: 1

Total weight: 0.50 LBS

Declared Value: 1.00 USD

Special Services:

Pickup/Drop-off: Use an already scheduled pickup at my location

Billing Information:

Bill transportation to: MyAccount-648
Your reference: TXU 20000033

P.O. no.:

Invoice no.:

Department no.:

! Thank you for shipping online with FedEx ShipManager at fedex.com.
Please Note

FadEx will not be responsible for any claim in excess of $100 per package, whether the result of loss, damage, delay, non-delivery, misdalivery, or misinformation, untess you declare a higher value,
pay an addifional charge, documant your actual loss and file a timely claim. Limitations found in the current FedEx SBI’VICO Guide apply Yaur right 1o recover fram FedEx for any loss, including
intrinstc value of the packaga, loss of sales, income interest, profit, attomey's fees, costs, and other forms of damag ther direct, incld consequeniial, or special Is fimited to the greater of
$100 or the authorized declared vaiue. Recovery cannot excaed aciual documented lass. Maximum for flems of exiraordinary velug is $1000, e.g., jewslry, precious metals, negatiable instruments
and other items fisted in our Service Guide. Wrtlen claims must be filed wilhin strict iime limits; Consult the applicable FedEx Service Guide for delails.

The estimated shipping charge may be different than the aclual charges for your shipment. Differences may occur based on actual weight, dimensions, and other factors, Consult the applicable
FedEx Service Guide or the FedEx Rate Sheets for detalls on how shipping charges are calculated.
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Water
Iy Services, Inc.

A SouthWest Water Company

Customer Service
866.654.SWWC (7992)

December 19, 2018

City of Bulverde
30360 Cougar Bend
Bulverde, Texas 78163

Dear Honorable City Council:

We have received the formal complaint and wanted to promptly address the matter as it pertains to Ms.
Susan Wahl, a Water Services, Inc. utility customer. Per our investigation we have found:

1. The usage at her property in August and September 2018 is similar to that of a year ago. Please
see the attached June 2018 bill which shows usage for the prior 13 months and shows usage
between 22,000 - 37,000 gallons.

2. The data log shows the usage was accurately calculated. We see consistent, 3,000 gallon
spikes within the usage which typically indicates irrigation.

3. We also want to confirm that Ms. Wahl is currently receiving water service during the time of
investigation.

4. The meter accuracy test concluded the meter is accurately reading the usage. Three flow tests
utilizing 10 gallons each, which is as indicated in the pictures provided of the meter, supported
the change in read from 146.09 to 146.12.

5. The meter was tested on December 17, 2018 by an independent third party vendor. The test
results reveal that the meter is performing in accordance with the American Water Works
Association (AWWA) standards.

After thorough review, the results of this investigation are as follows:

» Both reads of 41,000 in August and 52,000 in September are correct as displayed by consistent
meter reads.
« We did not detect any leaks that would affect the customer’s usage.

Ms. Wahl is generally a high water user with an average close to 20,000 gallons and spikes up to 52,000
gallons in the summer. The usage is valid and she recently entered into a payment arrangement with us
for the remaining balance owed.

We feel that we have fully addressed this matter and will continue to provide quality and accurate service
to Ms. Wahl. We truly appreciate her as a customer. If she ever has any other questions or concerns,
we encourage her to call Customer Care at 866.654.7992 or by email at TXCustomerCare @swwc.com.

Sincerely,

Clactr o i)

Charles W. Profilet, Ir., P.E.
Managing Director, Texas Utilities
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Water Account Number:
Invoice Number:

Wil

Serwces, Inc. Billing Date: 06/15/2018
A SouthWest Water Company Total Amount Due By; 07/01/2018
Customer Service:  866-654-7992 Address.
Emergencies: 866-654-7992
Visit us online: WWW.sWwe,com/texas
Current Reading Based on Actual Page 1 of 1
Rate Meter Read Dates Number Meter Reading Usage Meter
Type From To Of Days Previous Current KGAL Number
58" - R 05/10/18 06/09/18 31 21.0 l 33.0 12.0 7938646
*KGal (1000 Gallons) A Consumption = 18.9
al( 5] Average = Account Summary
Water Usage History - 13 Month Usage in KGal* Previous Bill Amount $75.33
Payment Recelved 05/30/18 - Thank You -$75.33
Total Monthly Usage . - .
(Payments after 5:00pm will NOT reflect on this invoice.)
Balance $0.00
Current Billing and Other Basic Charges
Water Base $47.28
Water Usage $51.10
TX. Comm Environ Quality $0.98
J J A S O NUDJF MAM.UJ Total Current Charges $99.36
Previous Month's Usage  [l] Current Month's Usage |T0ta| Amount Due By 07/01/18 : ’ _$9-9,36
Total Amount Due After 07/01/18 $109.30

Message Center

If you are located within the City of Bulverde, please note
effective March 13, 2018, new usage rates ars in place per
the rate agreement with the city. All other customer service
charges will remain the same.

We updated our drought plan - visit www.swwc.com/texas/drought for more.

Account Number: [ ]
WATER SERVICES Total Amount Due By 07/01/18: $99.36
Total Amount Due After 07/01/18: $109.30
SOUTHWEST WATER COMPANY
P.QO. Box 4657 Please make check payable to:
Houston, TX 772104657 WATER SERVICES
Please check hare and Amount
see reverse for address Enclosed

and phane carrections.

Ap[be bl g eppe b g ]

SUSAN WAHL WATER SERVICES
4626 EVENING SHADOWS DR P.Q. Box 4657
BULVERDE TX 78163-2706 Houston, TX 77210-4657

goooaboo0c0o0 03 00L37 0OOO01L000031%73 9 00 0O00H43b 0001038&022



Water Account Number: - %
Invoice Number: ——

H ]
Serwces, Inc. Billing Date: 08/20/2018 =
A SouthWest Water Company Total Amount Due By: 09/05/2018
Gustomer Service:  866-654-7992 . ' '
Emergencies: 866-654-7992
Visit us online: WWW.SWWC.com/texas
Current Reading Based on Actual Page 1 of 1
Rate Meter Read Dates Number Meter Reading Usage Meter
Type From To Of Days Previous Current KGAL Number
5/8" - R 07/10/18 08/09/18 N 45.0 ] 86.0 41.0 7938646

*KGal {1000 Gallons) Average Consumption = 18.0

Account Summary

Water Usage History - 13 Montn Usage in KGal* Previous Bill Amount $99.36
B Payment Received 08/03/18 - Thank You -$99.36
Total Monthly Usage | . .
(Payments after 5:00pm will NOT reflect on this invoice.)
4 Balance $0.00
40
Current Billing and Qther Basic Charges
7 Water Base $47.28
i3 Water Usage $291.17
o TX. Comm Environ Quality $3.38
A S ONDJ F MAMUI J A Total Current Charges $341.83
Previous Manth's Usage [l Current Month's Usage ﬁ'Otal Amount Due By 09/05/18 . . $341.,83
Total Amount Due After 09/05/18 $376.01

Message Center

if you are located within the City of Bulverde, please note
effective March 13, 2018, new usage rates are in place per
the rate agreement with the city. All other customer service
charges will remain the same.

We updated our drought plan - visit www.swwc.com/texas/drought for more.

Account Number: _

WATER SERVICES Total Amount Due By 09/05/18: $341.83
’ Total Amount Due After 09/05/18: $376.01
SOUTHWEST WATER COMPANY
P.O. Box 4657 Please make check payabte to:
Houston, TX 77210-4657 WATER SERVICES
{”‘} Please check here and Amount

. see reverse for address Enclosed
and phone correctians.

Y bty

O e e e e L L

SUSAN WAHL WATER SERVICES
4626 EVENING SHADOWS DR P.O. Box 4657
BULVERDE TX 78163-2706 Houston, TX 77210-4657

goopoooooooo 03 DOk3? 0000L000031bL73 9 00 000341483 00037kdbbod3
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Water

Account Number:

. Invoice Number: - Egg
3 Servu:es, Inc. Billing Date: 09/17/2018
A SouthWest Water Company Total Amount Due By: 10/03/2018
Customer Service:  866-854-7992 ce Address:
Emergencies: 866-654-7992
Visit us online: Www.swwc com/texas
Current Reading Based on Actual Page 1 of 1
Rate Meter Read Dates Number Meter Reading Usage Meter
Type From To Of Days Previous Current KGAL Number
5/8" - R 08/10/18 09/09/18 31 86.0 I 138.0 520 7938646
“KGal (1000 Gallons) Average Consumplion = 19.4 Account Summary
Water Usage History - 13 Month Usage in KGal* Previous Bill Amount $341.83
Payment Received 09/05/18 - Thank You -$342.83
Total Monthly Usage . .
(Payments after 5:00pm will NOT reflect on this invoice.)
o Balance $1.00
49
Current Billing and Other Basic Charges
s Water Base $47.28
16 Water Usage $382.70
o TX. Comm Environ Quality $4.40
§ 0N D J F M AMUJI I A S Total Current Charges $444.,38
Previous Month's Usage [l Current Montn's Usage Total Amount Due By-10/0318 $443.38
Total Amount Due After 10/03/18 $487.82
Message Center
If you are located within the Gity of Bulverde, please note
effective March 13, 2018, new usage rates are in place per
the rate agreement with the city. All other customer service
charges will remain the same.
Stay informed of outages and provide us with your email address today!
__________ G Please detach and return the bottam portion with your payment, or pay online at www.swwe.com/myagcount. ©_ .
Account Number:
WATER SERVICES Total Amount Due By 10/03/18: $443.38
Total Amount Due After 10/03/18: $487.82
SOQUTHWEST WATER COMPANY
P.O. Box 4657 Please make check payable to:

Houston, TX 77210-4657

Ptease check here and
see reverse for address
and phone corrections.

|l§|Ill||||]|Iln|;nlu”"ln||hl||1|||l||||||||||||1||"|||r“ll
SUSAN WAHL

4626 EVENING SHADOWS DR
BULVERDE TX 78163-2706

0oooooon00oo 03 0ok3?

WATER SERVICES

Amount
Enclosed

; {
—

WATER SERVICES
P.0O. Box 4657
Houston, TX 77210-4657

0000100003173 9 00 00044338 0004878034
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Water
Services, Inc.
A SouthWest Water Company

Customer Service: 866-654-79932
Emergencies: 866-654-7992
Visit us online: www._swwce.com/texas

=

Account Number:

invoice Number:

Billing Date: 10/16/2018
Total Amount Due By: 411/01/2018

Sarvice Address:

Current Reading Based on Actual _ Page 1 of 1
Rate Meter Read Dates Number Meter Reading Usage Meter
Type From To Of Days Previous Current KGAL Number
5/8" - R 09/10/18 | 10/09/18 30 138.0 ] 146.0 8.0 7938648
*KGal (1000 Gallons) Average Consumption = 17.8 Account Summary
Watel‘ Usage History - 13 Month Usage in KGal* Previous 8ill Amount $443.38
Payment Received 10/02/18 - Thank You -$221.00
Total Monthly Usage N . R
(Payments after 5:00pm will NOT reflect on this invoice.)}
o8 Balance $222.38
49
Current Billing and Other Basic Charges
» Water Base $47.28
16 Water Usage $31.10
o ) B2 TX. Comm Environ Quality $0.78
O N D J FMAMUJI J A SO Total Current Charges $79.16
| Previous Month's Usage [l Gurrent Month’s Usage ITdtal Amount.bu9 By 11/0118 = . $301.54
Tatal Amount Due After 11/01/18 $309.46

Message Center

Praject Wishbone registration is underway for registered

H20 customers. See enclosed insert for additional
information.

The "Due Date" listed on this bill applies to current charges
only. Past due accounts are subject to service termination and
will be sent to collections.

Need assistance paying your water bill? Register for Help20thers today.

WATER SERVICES

SOUTHWEST WATER COMPANY
P.O. Box 4657
Houston, TX 77210-4657

Please check here and
see reverse for address
and phane carrections.

'l”l!"llIl'”'||'|'IH“"|[h']'f"”l""'I'Ihlh'“'ll'”'l
SUSAN WAHL

4626 EVENING SHADOWS DR
BULVERDE TX 78163-2706

coopoooooood o3 oob3aw

Account Number:
Total Amount Due By 11/01/18: $301.54
Total Amount Due After 11/01/18: $309.46

Please make check payable to:
WATER SERVICES

Amount
Enclosed

WATER SERVICES
P.O. Box 4657
Houston, TX 77210-4857

00001000031673 9 00 00030154 000309869085



Water P
Services, Inc.
A SouthWest Water Company

October 10, 2018

[ gDl gy oo Voo e D D
SUSAN WAHL

4626 EVENING SHADOWS DR
BULVERDE TX 78163-2706

P

. P

b —

Re: Installment P{an on Account_ Lo

Dear SUSAN WAHL,

Thank you for contacting SouthWest Water Company to establish a payment arrangement to satisfy the outstanding balance
currently due on your account. This letter details the terms and conditions of the agreement discussed between you and Scuthwest i
Water Company. X

As of the date written above, the balance due on your account is $222.38 :
This amount includes your past due balance of $222.38 ;

You have agreed to make payments each month for 06 months for the total balance owed on your account. As of the writing of this
letter this equates to approximately $37.00 or each month in addition to your normal bill. Please note, if a new invoice Is generated
during the 14 day waiting period, it will automatically be incorporated into the new amount due Into the payment plan thereby
changing the total above.

Installment payments are due on or before the due date indicated on each month's statement, in addition to the current amount

due on your monthly bill. IF YOU MISS A PAYMENT, AND/OR DO NOT PAY THE FULL (INSTALLMENT & CURRENT) AMOUNT DUE, BY
THE DUE DATE YOUR SERVICE IS SUBJECT TO DISCONNECTION, If you are unable to make your installment payment as agreed, or :
unable to pay your current month's billing, please contact us immediately before the due date of the installment at (866} 654-7992 N
to discuss further options. '

**IMPORTANT** - THE PAYMENT ARRANGEMENT WILL NOT BEGIN UNTIL THiS FORM IS RETURNED, FAILURE TO SIGN AND .
RETURN THIS AGREEMENT TO US BY October 30, 2018 DISSOLVES ANY VERBAL AGREEMENT MADE. '

Please date, sign and return a copy of the agreement to us, For your convenience you may fax: (832) 209-5395, email:
txcustomercare@swwe.com or mail: SouthWest Water Company, c¢/o Customer Service Department, 12535 Reed Rd, Sugar Land, TX
77478. Failure to complete and return this form does not relieve payment obligation.

- TERNUNATION NOTICE: . . N - T . EES AN
We must receive the signed payment arrangement and/or your full payment of your past due balance of $222.38 by or before
5:00 pm on October 30, 2018 in order to aveid disconnection.

If your service is disconnected, you will be required to pay a reconnection fee of $25.00. If no deposit is on file, 2 deposit per service
{water/sewer) will be required. All outstanding fees and account balances must bepaid BEFORE setvice is restored. Reconnection
may take up to 36 hours. Should you choose to pay the following payment options are available:

. Pay online at www.swwc.com/myaccaunt. Payments usuafly past to your account within one hour.

. By mail: P.O. Box 4657, Houston, TX 77210-4657. Please be advised this option may take severaldays.

. In person: Payments can be made at Customer walk-in service centers Including Wal-Mart, FidelityExpress or Checkfree [ocations.

We value you as a customer and appreciate this opportunity to be of service. If you have any questions, please contact our Customer
Care Center at 866-654-7992 between the hours of 8:30am and 5:00pm CST. o

SouthWest Water Company

Accepted and Agreed:
This ) 3 day of

Print Name ) Sianature

000066

R O R O e 2 A S I IR | i



S FLUID METER SERVICE, CORP.

SALES » REPAIR » TESTING » CALIBRATION

FMS (800) 9444472 & ry Faber - C.E. O METERS * CONTROL VALVES * BACKFLOW PREYENTEAS
a -
(512) 258-3594 Yel. 512-426-4035 Mabile
. {512) 258-4386 Fax Eraail fluldmeter) @ackcom P.0. Box 340215 7304 McNeltDr,, #604
Austh, TX 78734-0215 Austin, TX 78729

TO: 5ow—\~\r\web+v52t€«'>‘c°w>3 PATE:  lox~| Z~20\8
Ow'ts \h\\.ac\e,, Ne v -\

SIZE; ~573"7 SV ke WSS Typec-F08

S TA E\Jev\w\,c‘ S\N.'»Anu) METER# :e?éémo/ +938¢ 4¢
METERLOCATION  ~— ) Rea

s
BEFORE: O lq 806: ©

BO# ______WO#______ FMSORDER#

QUANTITY. - DESCRIFT!ON PRICE

| Aww\% 5WA5M@£>+ ,

\ o
~IGL | Y VV\Q.J\"V' Mee% 'A‘TWW‘A’ 5-\‘:;«-)4.«1'*1 J(}VCS A O

4

CERTIFICATE OF CALIBRATION

This is to cestify that the physical standards described betow were on this day compared to the slandards of the state of Texas w hich are ditectly fraceabs ¢
slandards of the National Bureau of Stondards [NBS Test-No.s 39569,40093,179355,225713] A. W W.A Test,

DETAILS OF TEST )

LINENO. | €6#% | RATEOFFLOW | TOTALCH®E | %OF | CORRECTED% Gf
GALS. . GPM. GALS. | ACCURACY ACCURACY

' | 16 YW 9.8 - G8° % -
A 10 . | 6.4 ol %
3] 10 s ] x|’ 2

v ]

SIGNATURE: / 5?’ gzé - : . 000067




VYXVASTER . .
AAMETER MasterLink Data Collection System
. Data Log Report
101472018 11:31 am From: 4/17/2018 (11:03) To: 10/4/2018 (11:03) Page 1 of 7
Address:

Data Log Event: 2583400 Customer: SUSAN WAHL

MeterSN: 7938646 Electronic ID: 16766180
Peak Consumption: 3820 Occurred 7/22/2018 (11:03)

3500

3000

2500

2000

Usage

1500

1000

500

FPIPFPLPIPLPFPIPSPSP 6” P H PP Q?’ N 0'5 FPESPHP 0“’ SIS

NENSENESENE NSNS SNSRI \"*\ NENSESESENIENENESENEN

(19'3’ N Q)"L %'b S '3’()"3’ 2 Q\‘bq,'{b D @ % B *3"»'3’{»'@' 2 Q\‘b R 12 D X D R Q\Q’ Q‘b
R A A SR R e

Date & Time Reading Usage
10/4/2018 11:03 146080 10
10/3/2018 11:03 148070 20
10/2/2018 11:.03 146050 10
1071/2018 11:03 146040 70
9/30/2018 11:03 145970 10
9/29/2018 11:03 145960 30
9/28/2018 11:03 145930 10
9/27/2018 11:03 145920 20
9/26/2018 11:03 145300 60
9/25/2018 11:03 145840 20
9/2412018 11:03 145820 20
9/23/2018 11:03 145800 60
9/22/2018 11:03 145740 30
9/21/12018 11:03 145710 10
9/20/2018 11:03 145700 10
9/19/2018 11:03 145690 30
9/18/2018 11:03 1456860 10
9/17/2018 11:03 145650 50
9/16/2018 11:03 145600 20
9/15/2018 11:03 145580 20
9/14/2018 11:03 145560 10
9/13/2018 11:03 145550 3280
9/12/2018 11:03 142270 3250
9/11/2018 11:03 138020 30
9/10/2018 11:03 138990 40
9/9/2018 11:03 138950 80
9/8/2018 11:03 138890 10
9/7/2018 11:03 138880 20
9/6/2018 11:03 138860 3290
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10/4/2018 11:31 am

Data Log Event: 2583409

Usage
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MasterLink Data Collection System

Data Log Report

From: 4/17/2018 i1 1 :03i To: 10/4/2018 r 1:03)
Address:

Customer: SUSAN WAHL
MeterSN: 7938646 Electronic ID: 16766180
Peak Consumption: 3820 Occurred 7/22/2018 (11:03)

Page 2 of 7
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Date & Time Reading Usage
9/5/2018 11:03 135570 3330
8/4/2018 11:03 132240 40
9/3/2018 11:03 132200 10
9/2/2018 11:03 132190 790
9/1/2018 11:03 131400 3370
8/31/2018 11:03 128030 30
8/30/2018 11:03 128000 3320
8/29/2018 11:03 124680 3620
8/28/2018 11:03 121060 20
8/27/2018 11:03 121040 40
8/26/2018 11:03 121000 3330
8/25/2018 11:03 117670 3340
8/24/2018 11:03 114330 30
8/23/2018 11:03 114300 3340
8/22/2018 11:03 110960 3710
8/21/2018 11:03 107250 30
8/20/2018 11:03 107220 100
8/19/2018 11:03 107120 3360
8/18/2018 11:03 103760 3350
8/17/2018 11:03 100410 40
8/16/2018 11:03 100370 3290
8/15/2018 11:03 97080 3290
8/14/2018 11:03 93790 60
8/13/2018 11:03 93730 50
8/12/2018 11:03 93680 3360
8/11/2018 11:03 90320 3350
8/10/2018 11:03 86970 320
8/9/2018 11:03 86650 3280
8/8/2018 11:03 83370 3360
8/7/2018 11,03 80010 40
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VY XMASTER . .
AVAMETER MasterLink Data Collection System
. Data Log Report
101412018 11:31 am From: 4/17/2018 (11:03) To: 10/4/2018 (11:03) Page 3 of 7
Address:

Data Log Event: 2583409 Customer: SUSAN WAHL

MeterSN: 7938646 Electronic ID: 16766180
Peak Consumption: 3820 Occurred 7/22/2018 (11:03)
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Date & Time Reading Usage
8/6/2018 11:03 79970 50
8/5/2018 11:03 79920 3330
8/4/2018 11:03 76590 3570
8/3/2018 11:03 73020 20
8/2/2018 11:03 73000 3280
8/1/2018 11:03 69720 3340
7/31/2018 11:03 66380 330
7/30/2018 11:03 66050 660
712912018 11:03 65390 3780
7/28/2018 11:03 61610 3430
7/27/2018 11:03 58180 750
7/26/2018 11:03 57430 730
7/25/2018 11:03 56700 760
712412018 11:03 55940 2030
7/23/2018 11:03 53910 1600
712212018 11:03 52310 3820
712172018 11:03 48490 390
7/20/2018 11:03 48100 800
7/19/2018 11:03 47300 280
7/18/2018 11:03 47020 40
7/17/2018 11:03 46980 20
7/16/2018 11:03 46960 60
7/15/2018 11:03 46900 870
7/14/2018 11:03 46030 920
7/13/2018 11:03 45110 10
7/12/2018 11:03 45100 30
7/11/2018 11:03 45070 40
7/10/2018 11:03 45030 30
71912018 11:03 45000 70
7/8/2018 11:03 44930 1020
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VW XMASTER . .
WAMETER MasterLink Data Collection System
10/4/2018 11:31 am Data Log Report Page 4 of 7

From: 4/17/2018 (11:03) To: 16/4/2018 (11:03)
2583409: Address: h

Customer: SUSAN WAHL
MeterSN: 7938646 Electronic ID: 16766180
Peak Consumption: 3820 Occurred 7/22/2018 (11:03)

Data Log Event:

1000
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400
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Date & Time Reading Usage
7i7/2018 11:03 43910 3810
71612018 11:03 43000 20
715/2018 11:03 42980 40
7/4/2018 11:03 42940 30
7/3/2018 11.03 42910 260
71212018 11:03 42650 240
7/1/2018 11:03 42410 820
6/30/2018 11:03 41590 840
6/29/2018 11:03 40750 280
6/28/2018 11:03 40460 740
6/27/2018 11:03 39720 20
6/26/2018 11:03 39700 20
6/25/2018 11:03 39680 70
612412018 11:03 39610 1000
6/23/2018 11:03 38610 880
6/22/2018 11:03 37730 30
6/21/2018 11:03 37700 20
6/20/2018 11:03 37680 20
6/19/2018 11:03 37660 10
6/18/2018 11:.03 37650 450
8/17/2018 11:03 37200 860
6/16/2018 11:03 36340 870
6/15/2018 11:03 35470 0
8/14/2018 11:03 35470 10
6/13/2018 11:03 36460 270
6/12/2018 11:.03 35190 280
6/11/2018 11:03 34910 50
6/10/2018 11:03 34860 820
6/9/2018 11:03 33940 880
6/8/2018 11:03 33060 20
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F Y XMASTER R .
AVAMETER MasterLink Data Collection System
SYSTENS Data Log Report
10472018 11:31 am From: 4/17/2018 (11:03) To: 10/4/2018 (11:03) Page 5 of 7

Address:
Customer: SUSAN WAHL
MeterSN: 7938646 Electronic ID: 16766180
Peak Consumption: 3820 Occurred 7/22/2018 (11:03)

Data Log Event.  2583409:

R R D B D B BB DD DD DD D B

R O U U U G R R R R R SR S R R O SR S G O O s
S o i s

Date & Time Reading Usage
6/7/2018 11:03 33040 560
6/6/2018 11:03 32480 30
6/5/2018 11:03 32450 120
6/4/2018 11.03 32330 700
6/3/2018 11:03 31630 860
6/2/2018 11:03 30770 860
6/1/2018 11:03 29810 10
5/31/2018 11:03 29900 500
6/30/2018 11:03 29400 440
5/29/2018 11.03 28960 60
5/28/2018 11:03 28900 540
5/27/2018 11:03 28360 980
5/26/2018 11.03 27380 890
5/25/2018 11.03 26490 10
5/24/2018 11.03 26480 20
5/2312018 11:03 26460 70
5/22/2018 11:03 26390 20
5/21/2018 11:03 26370 30
5/20/2018 11:03 26340 1330
5/19/2018 11:03 25010 850
5/18/2018 11:.03 24160 60
5/17/2018 11.03 24100 20
5/16/2018 11:03 24080 20
5/15/2018 11:03 24060 20
5/14/2018 11:03 24040 40
5/13/2018 11.03 24000 1530
5/12/2018 11:03 22470 860
5/11/2018 11:03 21610 20
5/10/2018 11.03 21590 30
5/9/2018 11:03 21560 80
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'/I/\“&%%g MasterLink Data Collection System

10/4/2018 11:31 am Data Log Report Page 6 of 7

From: 4/17/2018 (11:03) To: 10/4/2018 (11:03)
25834089: Address: —

Customer: SUSAN WAHL
MeterSN: 7938646 Electronic ID: 16766180
Peak Consumption: 3820 Occurred 7/22/2018 (11:03)

Data Log Event:

1000
800
600
)
3
-
400
200
0
R I I I R R R R I R IR S R RIS
R A R R Ol AR R U U R A IR R G VAU i i SR
& W TG 0N 0 0
Date & Time Reading Usage
5/8/2018 11:03 21480 20
5/7/2018 11:03 21460 150
5/6/2018 11:03 21310 950
5/5/2018 11:03 20360 950
5/4/2018 11:03 19410 20
5/3/2018 11:03 19390 20
5/22018 11:03 19370 30
5/1/2018 11:03 19340 20
4/30/2018 11:03 19320 110
412912018 11:03 19210 890
4/28/2018 11:03 18320 860
412712018 11:03 17460 30
4/26/2018 11:03 17430 20
41262018 11:03 17410 60
4/2412018 11:03 17350 30
4/23/2018 11:03 17320 490
472212018 11:03 16830 850
4/24/2018 11:03 15980 870
4/20/2018 11:03 15110 40
4/19/2018 11:03 15070 500
4/18/2018 11:03 14470 30
4/17/2018 11:03 14440 0
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VY XMASTER
AAMETER
10/4/2018 11:31 am

Data Log Event: 2583409

MasterLink Data Collection System

Data Log Report
From: 4/17/2018 (11:03) To: 10/4/2018 (11:03) Page 7 of 7
Address:
Customer: SUSAN WAHL
MeterSN: 7938646 Electronic ID: 16766180
Peak Consumption: 3820 Occurred 7/22/2018 (11:03)

Number of Readings For This Data Log: 171
Average Usage For This Data Log: 770
Total Usage For This Data Log; 131640 rev 21212011
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Water
Services, Inc.
A SouthWest Water Company

Customer Service
B66.654.SWWC (7992)

October 18, 2018
Dear Mr. Batts,

Thank you for bringing this concern to our attention, so we may discuss with you the findings that were sent
to the customer, Sue Wahi.

We received your letter and wanted to promptly address the actions taken for Ms, Wahl’s concerns.

1. We immediately began our investigation after notification of the issue by the Public Utility
Commission.

2. We provided our response on October 5.

Within this letter, you will also find the response and supporting documentation for your reference.

4, We also want to confirm that Ms. Wahl is currently receiving water service and was in service during
time of investigation.

w

After thorough review, the results of this investigation are as follows:

» Both reads of 41,000 and 52,000 are correct as displayed by consistent meter reads.

+ We did not detect any leaks that would affect the customer’s usage.

» The data log shows the usage was accurately calculated. We do see consistent, 3,000 gallon spikes
within the usage which can typically indicate the use of irrigation.

+ The meter accuracy test conciuded the meter is accurately reading the usage. Three flow test utilizing
10 gallons each which, as indicated in the pictures provided of the meter, supported the change in
read from 146.09 to 146.12.

To further address Ms. Wahl's concerns about the meter reading device, the meter is the same as before,
which has been accurately reading the water usage at the home for many years. We did upgrade the register
of the meter. This is the electrical component of the meter that sends signals to our technician of the read
each month and helps provide detailed information of usage.

Ms. Wahl is generally a high water user with an average close to 20,000 galions and spikes up to 35,000
gallons in the summer. However, although the usage is valid, we do understand the bill in questions is an
abnormal spike and so we do offer the ability for a payment arrangement. It should be noted Ms. Wahl has
recently entered into a payment arrangement with us for the remaining balance owed.

We feel we have fully addressed this matter and hopefully provided Ms. Wahl with as much information
needed so she can be confident in knowing she is receiving quality, accurate service. We truly appreciate
her as a customer. If she ever has any other questions or concerns, we encourage her to call Customer Care
at 866.654.7992 or by email at TXCustomerCare@swwc.com.

Sincerely,
Charles W. Profilet, Jr., P.E.

Managing Director, Texas Utilities
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Water
Services, Inc.
A SouthWest Water Company

October 5, 2018

Susan Wabhl
4626 Evening Shadows Dr.
Bulverde, Texas 78163

Dear Ms. Wahl:

We are in receipt of your inquiry to the Public Utilities Commission (PUC) regarding rates
and charges. Providing each customer with an excellent customer service experience is
important to us and thank you for allowing us the opportunity to respond.

Per the PUC inquiry, you are disputing the usage due to belng billed excessively since the
meter changed to a “Smart Meter.” Our records indicate that we replaced the meter register
on March 4, 2018, The meter is the same, however, just the register portion of the meter
was upgraded as per the notice which accompanied the monthly invoices for March, April,
and May that provided Notice of Upcoming Routine Maintenance/Register Upgrades.

The register of the meter installed at your address is an Automatic Meter Reader (AMR)
register, These registers send an electronic signal to meter reading software each month
allowing for the meters to be read without the need for human intervention. This saves not
only time and resources but also inhibits the human element of someone incorrectly keying
in a read. Piease note that your meter is read every month utilizing this procedure. This is
a real read and it is what we use for billing.

Our records further Indicate that your account was established on May 18, 2007, for water
service, within the Oak Village North area. The monthly meter reads occur on/about the 9%
of each month. The invoices in question are for the months of August billed for 41 kgals
usage, and September billed for 52 kgals usage.

Based on our records, below are our findings and actions taken on this account:

« August 15™ - Bllling verified the monthly read of 86, prior to releasing the August
bill. No dispute of the 41 kgals was received. We thank you for your payment of
$342.83 on September 5, 2018,

« September 17% - records Indicate that a “High Bill Dispute” was received due to
usage of 52 kgals billed at $443.38. We also received your call requesting a
payment arrangement, and we did inform that we needed a payment for $221.69,
and then we would assist with setting up the arrangement. Also, we checked for a
leak at your property as requested, we recorded the read at 145, and there was no
leak detected.

» September 18t - we received this inquiry.

» September 19" — we reread the meter, checked for leaks, and the read was 145,
with no leaks detected at the location. Again, the reads were progressing and
appeared to be in-line with previous reads and usage recorded and billed.

» QOctober 2, 2018 — we received your payment of $221.00, and we thank you. The
current balance due on your account is $222,38, which is now past due,

s Octcber 4, 2018 - we received the data log which shows that water went through
the meter. Also, we included pictures of before and after the meter accuracy test.
The test results revealed the meter is performing accurately and meets the American
Water Works Association standards. The read captured was 146, and there was no
indication of a leak.
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Susan Wahl
October 5, 2018
Page 2

Upon further investigation, we researched the meter reads and found the usage had
progressaed each month prior to the register upgrade on March 4, 2018, and continues to
progress after the register upgrade, without any problems.

Per the inquiry, there was a leak before the meters between your property and your
neighbors. According to our records, there have not been any leaks found nor any repairs
according to our Field Operations. A check of our records reflect that there was a main line
leak repair and flushing within the Oak Village North area, the street affected was Eagle
Claw, and this did not affect your property.

To date, there is not a payment arrangement on your account. Although we did advise on
September 17, 2018, the payment discussed at that time was $221.69 and we advised you
to call back in order to set up one. We are In accordance with PUC Substantive Rule §24.87
(d) if offering a deferred payment plan between the utility and a customer in which an
outstanding bill will be paid in installments. The utility shall offer a deferred payment plan to
any residential customer if the customer’s bill is more than three times the average monthly
bill for that customer for the previous 12 months. In ali other cases, the utility Is
encouraged to offer a deferred payment plan to residential customers who cahnot pay an
outstanding bill in full but are willing to pay the balance in reasonable instaliments. Should
you feel that one Is necessary, please contact us.

Some helpful water conservation tips include:

e Check household faucets for leaks. A faucet with even a slow drip takes 10 to 25
gallons of water,

« A five minute shower can use 10-25 gallons of water. Take short showers and save
water,

» Repair leaky toilets. To check for leaks, add 12 drops of food coloring into the tank,
and If color appears in the bow! one hour later, your toilet is leaking. (Make sure to
flush your toilet at the conclusion of the experiment to prevent staining.)

¢« Water your lawn In the evening or in the early morning to avoid evaporation. Be
careful to water only the lawn and not the sidewalk or street,

Ms. Wahil, we hope that we have answered your concerns. Thank you for being a valued
Water Services customer. Should you have any questions or concerns, please contact us at
(866) 654-7992 Monday through Friday, 8:30 a.m. to 5:00 p.m.

Sincerely,

Water Services, Inc.
PUC Escatation Team
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SouthWest
Water Company ‘

Gustomer Service
866,654, SWWG (7992)

I

Not\.ce of Upcoming Routine Maintenance/Register Upyrades

Our Automatic Meter Reader (AMR) system installed in 2011 overall helps us save labor time, prevent recording
errars, and allows us to document leaks through usage data collection. To ensure you are recelving the best
quality seivice, we will be conducting routine maintenance on the meter at your residence. This notice is 1o alert
you techniclans will be stopping by your meter in the upcoming weeks to upgrade the registers of your meter.

Please do not be alarmed If a 1lechnician is hear your property. You do not need to be home during our visit. Our
crews will be conducting the changes throughout the day during normali business hours.

The register Is an essential part of your meter that helps us to accurately and promptly read your usage, AMR
{echnology is what enables the registers to send an electronle signal to software each month allowing for meters
to be read without the need for human intervention. We will be upgrading the current version of this technology
which will lengthen the signal strength to increase the sase of gathering reads and collecling data. Thank you for
allowing us to provide you with safe, quality water and waste water services. if you have any questions,
comments or concerns regarding the updale, please contact Customer Care at 866.654.7992 Monday - Friday
from 8:30 a.m. to 5 p.m. or by emall at TXcustomercare@swwc.com.

Picase print only new address Information belaw and check the appropriate hox on the reverse side. Thank you,
Address Chanae(s)
Mailing address only

Name

Address -
Clty

Slate Zip Code

{ ) .

Phanae Numhor E-mall Address

Gustomor Account Number

Relutn {a remil address on raverse of coupon. Moka sure romit addrass on revsrse
shows thraugh window of supplled envelape,
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City Manager’s Office
30360 Cougar Bend

Bulverde, Tx 78163
P:830-980-8832 F:830-438-4339
dbatts@bulverdetx.gov

FRONT PORCH OF THE TEXAS HILL COUNTRY *

02/08/2019

SWWC Utilities, Inc.
Attn: Managing Director
12535 Reed Rd.

Sugar Land, Texas 77478

Sue Wahl

4626 Evening Shadows Dr.
Bulverde TX 78163

RE:  Customer Complaint

Via U.S. Mail

Via email: [N

Customer Account Number: —

Customer Name: Sue Wahl

Customer Address: 4626 Evening Shadows Dr., Bulverde TX 78163

Greetings:

The City Council of the City of Bulverde will review and rule on the formal complaint submitted
by Sue Wahl against SWWC Utilities, Inc. This action will take place on Tuesday, February 12, 2019 at
6:30 p.m. at City Hall, 30360 Cougar Bend, Bulverde, TX 78163. Neither party has requested a public
hearing, but may choose to attend and speak, either in person or through legal counsel.

Sincerely,

Do 8. 35—

Danny Batts,
City Manager
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City Manager’s Office
30360 Cougar Bend

Bulverde, Tx 78163
P:830-980-8832 F:830-438-4339
dbatts@bulverdetx.gov

FRONT PORCH OF THE TEXAS HILL COUNTRY™

02/14/2019

SWWC Utilities, Inc.
Aftn: Managing Director
12535 Reed Rd.

Sugar Land, Texas 77478

Sue Wahl

4626 Evening Shadows Dr.
Bulverde TX 78163

RE:  Customer Complaint

Via U.S. Mail, Priority Express
No. 9470 1036 9930 0042 3218 30

Via email:

Customer Account Number: [ INTGNNGEG

Custormer Name: Sue Wahl

Customer Address: 4626 Evening Shadows Dr., Bulverde TX 78163

Greetings:

This letter is to inform you that a Final Order has been issued relating to the above referenced
complaint. Please see the enclosed certified copy of the Order for details relating to SWWC Utilities, Inc’s

responsibilities under the Order.

Enclosures:
City Council Order

Sincerely,

Danny gatts,

City Manager
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CERTIFIED COPY

CITY OF BULVERDE

{ carlify that the attached Is a true and
correct copy of a record maintained

by me as custodain of the records o}‘

the City of Bulverge as of 2. /£
COMPLAINT NO. 2018-01 ley Ste}’c?et arl; rge? _&,L;:L_—

COMPLAINT OF § ‘BEFORE THE CITY COUNCIL
§

SUE WAHL, §

Complainant §
§ OF

AGAINST §
§

WATER SERVICES, INC, §

Respondent § BULVERDE, TEXAS

ORDER
On this, the /A day of l—cémm oo . 2019, came to be heard before the

City Council of the City of Bulverde Texas (the “City”) the complamt filed in the above-styled matter
(the “Complaint”) by Sue Wahl, Complainant, against Water Services, Inc., Respondent, filed with the
City pursuant to Texas Water Code § 13.042 and Article 13.08, Code of Ordinances of the City of
Bulverde, Texas (“Article 13.08”). Having considered the Complaint, the matters on file with the City,
and the statements of the Complainant and the Respondent, if any, and the recommendations of City
staff, if any, the City Council finds, determines, and orders as follows:

I
FINDINGS OF FACT

The City Council makes the following findings of fact:

1. Respondent provides water service to Complainant at 4626 Evening Shadows Dr., Bulverde,
Texas 78163, an address that is within the corprate limits of the City.

2. Complainant filed an informal complaint against Respondent on October 10, 2018 through the
City’s online Water Utility Billing Complaint portal alleging that Respondent overcharged
Complainant for water services.

3. The City forwarded the informal complaint to Respondent on Occotber 12, 2018.

4. Res:.p"b‘ﬁdent replied to the Complaint on October 18, 2018 disputing the informal complaint.

5. Complainant filed a formal complaint on November 19, 2018 (the “Complaint”).

1
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10.

On December 3, 2018, the City notified Complainant and Respondent that the City Council
would consider the Complaint, requested a response within 30 days including all evidence that
the Respondent wanted the City Council to consider, and informed Complainant and .
Respondent of the rules of procedure under Article 13.08.

Respondent filed its response with the City by letter dated December 19, 2018. The response
did not request a hearing.

Because the Respondent did not request a hearing, pursuant to Section 13.07.004(c), Code of
Ordinances of the City of Bulverde, Texas, the City Council heard the Complaint without
following the formal hearing procedures and considered the information on file, the same being
atlached to this Order as Exhibit A, and the recommendation of staff, if any.

The City Council heard the complaint on the [Q\day of Ff 15 {ar s ,2019, at a
meeting that was open to the public and at which meeting Complainant/a;nd Respondent were
given the opportunity to appear in person or through an attorney.

Based on the information attached as Exhibit A, and the recommendation of City staff, if any,
the City Council hereby finds that Respondent overcharged Complainant by in the amount of

$ GO4, 79

4|
CONCLUSIONS OF LAW

The City Council makes the following conclusions of law:

1.

Respondent is a utility under Texas Water Code § 13.002(23).
Respondent provides water service within the corporate boundaries of the City.

The City has exclusive original jusridiction over the Complaint pursuant to Texas Water Code
§ 13.042,

Pursuant to Texas Water Code § 13.082(b), within its corporate limits, the City has the same
regulatory powers under the same standards and rules as the Public Utility Commission of
Texas (the “Commission™) or other rules and standards not inconsistent with them.

The City is a home-rule municipality and adopted Article 13.08 setting forth the rules and

standards pertaining to complaints against utilities, and such rules and standards are consistent
with the Commission’s rules.
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6.

This matter was processed was in accordance with Chapter 13, Texas Water Code, Article 13.08
and, to the extent applicable, the rules of the Commission, including but not limited to providing
proper notice and an opportunity to be heard.

1L
ORDER

In accordance with the above findings of fact and conclusions of law, it is hereby ORDERED that:

L.

Respondent shall reduce any amounts owed to Respondent by Complainant, incuding amounts
owed for the current billing cycle, by the amount of £ oy, '/ 9 within 10 days of the
date of this Order and make any necessary an&rappropriate credits or adjustments to
Complainant’s acount with Respondent.

Respondent shall provide Complainant and the City with proof that the ordered reduction has
been made within 30 days of the effective date of this Order.

Pursuant to Texas Water Code § 13.414, if Respondent fails to comply with this Order, then
Respondent shall be liable to the City for a civil penalty of $5,000.00 for each day that such
failure continues.

The City Attorney, or the designee thereof, is hereby authorized to institute suit on behalf of
the City in a court of competent jursidiction to recover the civil penalty imposed under Texas
Water Code § 13.414, enjoin a violation of this Order under Texas Water Code § 13.411,
institute proceedings for contempt under Texas Water Code § 13.417, and to pursue any other
remedy available at law or equity.

This Order is effective as of the date that it is signed.

This Order is the final order regarding the Complaint, and is appealable to the Commission
pusuant to Title 16, Texas Administrative Code § 22.242(e)(1)(A)(ii)

e
SIGNED on the /-~ day of J’—Q/b.maq ,2019
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CITY COUNCIL:

@»W

Bill Kraw1etz Mayor

|

Kirk Harrisoft, Mayor Pro Tem

Posen-

Robert Hurst, Council Member Place 1

Moo L)

vonne Chapman, Council Member Place 2

e

7
/ J efﬁ%@ﬁnc' mber P%

Gene Hartman, Council Metnber Plate 5

“IhEalpn~—

Mechelle Salmon, Council Member Place 6

ATTEST:
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