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DOCKET NO. 49554 DTy

SRR

PIQBEELQIJT@LI@}Y@QMMISSION

COMPLAINT OF SWWC UTILITIES, §
INC. DBA WATER SERVICES INC. § U e
AGAINST THE CITY OF BULVERDE § R ILOE TEXAS
AND SUE WAHL §

NOTICE OF APPEARANCE AND
RESPONSE OF CITY OF BULVERDE, TEXAS

Pursuant to Order No. 1 in this case issued May 21, 2019 (“Order No. I"), the City of
Bulverde (the “City”) files this Response. Order No. 1 requires the City to respond to the complaint
filed in this case (the “Complaint”) ! filed by SWWC Utilities, Inc. d/b/a Water Services, Inc. (the
“Utility”) and address the following matters: (1) jurisdiction; (2) allegations raised in the
complaint; (3) applicable statutes, rules, orders, and tariff provisions; (4) copies of any rates or
tariffs that are the subject of the Complaint; and (5) any other matters relevant to the Complaint.

L JURISDICTION

The Public Utility Commission has jurisdiction over this matter pursuant to Chapter 13,
Texas Water Code, and 15 TAC § 22.242.

IL ALLEGATIONS RAISED IN THE COMPLAINT

In the Complaint, the Utility asserts that there is no documentation in the record that
indicates how the City determined the refund amount of $604.79 awarded to Sue Wahl.?> The
documentation and evidence relied on by the City in issuing the Order dated February 12, 2019,
in Complaint No. 2018-001 (the “City Order”) is attached as Exhibit A to the City Order. A true

and correct copy of the City Order is attached hereto as Exhibit 1. Additionally, the City Council

! Complaint of SWWC Utilities, Inc. dba Water Services, Inc. Against the City of Bulverde, Texas for its Decision
Issued on February 12, 2019 in Complaint No. 2018-01 and Sue Wahl, the Complainant in that Case, Docket No.
49554 (May 20, 2019) (the “Complaint™).

2 Complaint at 4.
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of the City of Bulverde considered the statements and deliberations of the members of City Council
and testimony offered at the hearing on February 12, 2019.
III.  APPLICABLE STATUTES, RULES, ORDERS, AND TARIFF PROVISIONS
The applicable statute, rules, orders, and tariff provisions are as follows:
1. Statutes. Chapter 13, Texas Water Code, and Chapters 22 and 24, Title 16, Texas
Administrative Code.
2, Rules. Article 13.08, Code of Ordinances of the City of Bulverde, Texas, attached
hereto as Exhibit 2.
3. Orders. The City Order attached hereto as Exhibit 1.
4. Tariff Provisions. The relevant provisions of the Utility’s tariff. The City does not
have a copy of the Utility’s tariff.
IV. COPIES OF RATES OR TARIFFS THAT
ARE THE SUBJECT OF THE COMPLAINT
Based on the Complaint, it does not appear that any rates or tariffs are the subject of the
Complaint.
V. OTHER MATTERS RELEVANT TO THE COMPLAINT
The Utility did not appear at the City Council meeting convened to decide the initial
complaint filed by Ms. Wahl.

VI. NOTICE OF APPEARANCE
Jason M. Rammel files a Notice of Appearance on behalf of the City pursuant to 16 TAC

§ 22.101. Any documents to be served on the City in the above referenced docket should be served

upon the authorized representative named below as counsel on behalf of the City:
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Jason M. Rammel

The Law Office of Jason M. Rammel
Texas State Bar No. 24056179
17080 Hwy. 46 West, Suite 108-B
Spring Branch, Texas 78070

Phone: (830) 885-2406

Cell: (512) 981-8868

Fax: (866) 561-5512

therammelfirm@gmail.com

JasonM. Ramméi
?&)fﬁca of Jason M. Rammel, P.C.

tate Bar No. 24056179
17080 Hwy. 46 West, Suite 108-B
Spring Branch, Texas 78070
Phone: (830) 885-2406
Fax: (866) 561-5512
therammelfirm@gmail.com
Attorney for City of Bulverde. Texas

CERTIFICATE OF SERVICE

I hereby certify that on this ﬂ\day of 2yt , 20}/, a true

and correct copy of the foregoing document was served on all parties of record in accordance with
16 Tex. Admin. Code § 22.74 and Order No. 1. /
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COMPLAINT NO. 2018-01

COMPLAINT OF § BEFORE THE CITY COUNCIL
§

SUE WAHL, §

Complainant §
§ OF

AGAINST §
§

WATER SERVICES, INC, §

Respondent § BULVERDE, TEXAS

ORDER
On this, the / 2 day of ¢ é/\‘m s , 2019, came to be heard before the

City Council of the City of Bulverde, Texas (the “City”) the complaint 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:

L
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. Reép‘Ondent replied to the Complaint on October 18, 2018 disputing the informal complaint.
5. Complainant filed a formal complaint on November 19, 2018 (the “Complaint”).
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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
attached to this Order as Exhibit A, and the recommendation of staff, if any.

Lo
The City Council heard the complaint on the /&day of i’cf_’/)((/ar Y4 , 2019, ata
meeting that was open to the public and at which meeting Complainant/and 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

s_L0u, 79

II
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 corporatc 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.

1
ORDER

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

1.

Respondent shall reduce any amounts owed to Respondent by Complainant, incuding amounts
owed for the current billing cycle, by the amount off 6 0yY. 7 9__ within 10 days of the
date of this Order and make any necessary and appropriate 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)

+h
SIGNED on the /2™ day of F?/bman{ ,2019
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CITY COUNCIL:

(Y

Bill Krawietz, Mayor

f

Kirk Harrison, Mayor Pro Tem

Posent-

Robert Hurst, Council Member Place 1

T

Ay s AM/M/U

vonne Chapman Council Member Place 2

Jeffre unci mber Plac

I

Gene Hartrnan, Council Me}nbcr Pk}ce 5

“ThEabparr—

Mechelle Salmon, Council Member Place 6

ATTEST:
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Exhibit "A"

City Manager’s Office
30360 Cougar Bend

Bulverde, Tx 78163
P:830-980-8832 F:830-438-4339

dbatts@blﬂverdetx.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: swahl846@gmail.com
4626 Evening Shadows Dr.
Bulverde TX 78163

RE:  Customer Complaint
Customer Account Number: 001000031673
Customer Name: Sue Wahl
Customer Address: 4626 Evening Shadows Dr., Bulverde TX 78163

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)().

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 thgof113



Complaint shall be conducted in accordance with Article 13.08, a copy of which is
enclosed.

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

Sincerely,
Danny Batts,
City Manager
Enclosures:
Complaint

Article 13.08
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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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13.08.003 Complaints

(a)  Availability. Any affected person may complain to the City in writing setting forth
any act or thing done or omitted to be done by any person pertaining to water or wastewater
rates, services, or operations under the jurisdiction of the City in violation or in claimed
violation of any order, ordinance, rule, regulation, or law of the City or of the Commission
over which the City has jurisdiction.

(b)  Contents of Complaint. All complaints submitted under these Procedures must be
submitted to the City in writing either by hand delivery, United States Postal Service, or
via the City’s online portal for such complaints, if any. The complainant must send a copy
of the complaint to the respondent on the same date that the complaint is filed with the
City. No complaint shall be considered received by the City unless and until the City
receives the information specified in this subsection. All complaints submitted under these
Procedures must contain the following information:

1)) the name, address, telephone number, and email address, if available, of the
complainant or complainants and of the complainant’s representative, if
any;

(2)  the name, address, telephone number, and email address of the respondent
and the account number, or similar identifying information, of the
complainant maintained by the respondent, if any;

A3) a description of the facts that gave rise to the complaint;

“) a statement of the relief that the complainant is seeking;

(5)  all documentation or information supporting complainant’s request for
relief;

(6)  copies of all correspondence between complainant and the respondent; and

@) a statement that a copy of the complaint has been provided to the
respondent.
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(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.

(2)  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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13.08.004 Formal Complaint Procedures
The following procedures apply to a formal complaint filed with the City:

(@) Notice. Following receipt of a formal complaint, the City will notify the
complainant and the respondent that the City has received the formal complaint and
state whether or not the City will consider the complaint.

(b)  Declining to Consider. Notwithstanding anything to the contrary, if the notice states
that the City will not consider the complaint, no further action will be taken or is
necessary under these Procedures, and the complainant may file the complaint with
the Commission pursuant to 16 TAC § 22.242(e)(1)(A)(i).

(c) Response. Within 30 days of the date that the notice is delivered to respondent,
respondent shall file a response to the complaint. If the respondent desires a hearing
before the City Council, respondent must request such hearing in its response. If
the respondent does not desire a hearing, then the response shall 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.

(d)  Hearing Procedures. [f the respondent requests a hearing, then the City shall docket
the hearing. The City shall provide the complainant and respondent with notice of
the hearing date. The notice shall include a copy of these Procedures as well as a
schedule governing the submittal of written testimony, conducting discovery, the
hearing location and time, and any other matter pertaining to the complaint. Prior
to sending the notice, the City may conduct a pre-hearing conference with the
parties to determine the schedule and other matters to be contained in the schedule.
The procedures applicable to the hearing under this subsection are as follows:

¢)) Written Testimony. The parties shall submit written testimony to the City
setting forth all issues of law and fact that supports the parties’ cases. The
City Council will consider all evidence and testimony that is useful in
determining any matter.

(2)  Discovery. The parties to the hearing may obtain information from each
other through written requests for information, which include requests for
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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.

(3)  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.

(4)  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.

(5)  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.

(6)  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)(ii).

14 of 113



(e) Method of Submittal. All written testimony, correspondence, or other information
required to be provided to the City shall be submitted via hand delivery, certified
mail, return receipt requested, or via such other method specified in the notice. A
copy of all written testimony, correspondence, or other information submitted to
the City by a party as part of a formal complaint shall be provided to any other party
concurrently with the filing of same with the City and in the same manner as
submitted to the City.

13.08.005 Continuation of Service

In any case in which a formal complaint has been filed and an allegation is made that a person is
threatening to discontinue a utility customer’s service, the presiding officer may, after notice and
opportunity for hearing, issue an order requiring the person to provide service during the
processing of the complaint. The presiding officer may issue such an order for good cause, on such
terms as may be reasonable to preserve the rights of the parties during the processing of the
complaint.

13.08.006  Authority

The City shall have the same authority to issue subpoenas, compel compliance with these
Procedures, and otherwise enforce these Procedures that the Commission has to enforce the
Commission rules and other laws.

13.08.007 Notice

(a)  City notices. All notices and other correspondence from the City under this Article shall be
made via U.S. mail or via email to the email address provided by the parties. For notice or
correspondence sent by email, such notice or correspondence shall be deemed sent and received
on the date that the City sends such email. For notice or correspondence sent by physical mail,
such notice or correspondence shall be deemed to have been received on the third day after the
deposit of such notice or correspondence with the United States Postal Service properly addressed
and with proper postage.

(b) Party notices. All notices, information, or other correspondence to be sent by a complainant
or respondent shall be provided to the City via hand delivery or via certified mail, return receipt
requested to City of Bulverde, attn: City Manager, 30360 Cougar Bend, Bulverde, Texas 78163,
or such other address as may be designated by the City Manager from time to time and as reflected
in the information provided by the City. Such notices or correspondence shall be deemed received
by the City on the date of actual receipt. The City may provide alternate methods of providing
notice, information, or other correspondence from time to time.
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From: norepiv@civicplus. com

To: Danny Batts
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.

Piease 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 Wahl

Account Holder's e- swahl846@gmail.com
mail address

Account Holder's 210-863-3056

Telephone Number

Service Address

Address1 4626 Evening Shadows Dr.
Address2 Field not completed.

City Bulverde

State TX

Zip 78163

Alternate Contact Address (If different from Service Address)

Address1 Field not completed.

Address? Field not completed.
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City
State
Zip

Information on Water Utility

Company Complaint
Against

Account Number with
Company

Details of Complaint

Documents Related to
Complaint

Additional Document
Upload

Additional Document
Upload

Additional Document
Upload

Additional Document
Upload

Additional Document
Upload

Additional Document
Upload

Email not displaying correctly? View it in your browser

Field not completed.
Field not completed.

Field not completed.

SWWC

001000031673

Over charging on water bills with no leaks present. | was billed
for 52,000 gallons of water which is 1,700 plus gallons per day

when | am not even home.

Water - 10-17.pdf

Field not completed.

Field not completed.

Field not completed.

Field not completed.
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Water
Services, Inc.

A SouthWest Water Company

October 5, 2018

Susan Wahi
4626 Evening Shadows Dr.
Bulverde, Texas 78163

Dear Ms. Wah!:

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 oppartunity 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 Oak Village North area. The monthly meter reads occur on/about the gth
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:

s 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 S5, 2018,

s September 17™ - records indicate that a “High Bill Dlspute" 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.

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 biiled.

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.

» October 4, 2018 - we received the data iog 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
biil 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 instaliments. Should
you feel that one is necessary, please contact us.

Some helpful water conservation tips include:

+» 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.

» Repalr 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 tollet 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. 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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CUSTOMER PROTECTION DIVISION Complaint Normal
ON-LINE COMPLAINT FORM Tuesday, September 18, 2018
Investigator: ., 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: 001000031673
Spanish: No
4626 Evening Shadows Dr 4626 Evening Shadows Dr
Bulverde X 78163 Bulverde X 78163
Alt Last: Day: (210) 863-3056
Alt Eirst: Alt:  (210) 863-3056

Email: swahi846@gmail.com

Comptaint 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



CUSTOMER PROTECTION DIVISION Complaint Normal

ON-LINE COMPLAINT FORM Tuesday, September 18, 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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10/4/2018 11:31 am

Data Log Report

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

Data Log Evaent: 2583409:

Address: 4626 EVENING SHADOW
Customer: SUSAN WAHL

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

MasterLink Data Collection System

Page 10of 7
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Date & Time Reading
10/4/12018 1103 146080
10/3/2018 11:03 146070
10/2/2018 11:03 146050
101112018 11:03 146040
©/30/2018 11:03 145970
9/29/2018 11:03 145960
9I28/2018 11:03 145930
9/27/2018 11.03 145920
9/26/2018 11:03 145900
9/25/2018 11-03 145840
9/24/2018 11:03 145820
9/23/2018 11:03 145800
/2212018 11:03 145740
9/24/2018 11:.03 145710
9/20/2018 11:03 145700
9/19/2018 11:03 145690
9/18/2018 11:03 145660
9/17/2018 11:03 145650
9/16/2018 11.03 145600
§/15/2018 1103 145580
911412018 11:03 145560
/132018 11-03 145550
9/12/2018 11:03 142270
9/11/2018 11:03 139020
9/10/2018 11:03 138990
9/9/2018 11:03 138950
9/8/2018 11:03 138890
972018 11:03 138880
9/8/2018 11:03 138860
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/\A/A\?g%iég MasterLink Data Collection System
10/4/2018 11:31 am Data Log Report Page 2 of 7

From: 4/17/2018 (11:03} To: 10/4/2018 (11:03)
Address: 4626 EVENING SHADOW
Customer: SUSAN WAHL
MeterSN: 7938646 Electronic ID: 16766180
Peak Consumption: 3820 Occurred 7/22/2018 (11:03)

Data Log Evant.  2583408:

4000
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&
32000
>
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1000
500
0
(\9\‘5 N
o o™
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 11:03 128030 30
8/30/2018 11:03 128000 3320
8/29/2018 1103 124680 3620
8/28/2018 11:.03 121060 20
8/27/2018 11:03 121040 40
8/26/20418 11:03 121000 3330
8/25/2018 11.03 117670 3340
81242018 11,03 114330 30
812372018 11:03 114300 3340
8/22/2018 11:03 110960 3710
8/21/2018 11.03 107250 30
87202018 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 g7080 3290
8/14/2018 11:03 93730 60
8/13/2018 11:03 93730 50
8/12/2018 11.03 93680 3360
8/11/2018 11:03 80320 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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10/4/2018 11:31 am

MasterLink Data Collection System
Data Log Report
From: 4/17/2018 (11:03) To: 10/4/2018 (11:03)
Address: 4626 EVENING SHADOW

Page 3 of 7

Data Log Event: 2583409: Customer: SUSAN WAHL
MeterSN: 7938646 Electronic ID: 16766180
Peak Consumption: 3820 Occurred 7/22/2018 (11:03)
4000
3500
3000
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g 2000
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1000
500
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Date & Time Reading Usage
8/672018 11:03 79870 50
8/5/2018 1103 79520 3330
8/4/2018 11.03 76590 3570
8/3/2018 11.03 73020 20
8/2/2018 11.03 73000 3280
8/4/2018 11:03 89720 3340
7/31/2018 11:03 86380 330
7/30/2018 11:03 66050 660
7129/2018 11:03 65390 3780
7/28/2018 11:03 61610 3430
7/27/2018 1103 58180 750
712612018 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
7122/2018 11.03 52310 3820
7/21/2018 11.03 48490 390
712072018 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
7116/2018 11:03 46980 60
7/15/2018 11:03 46900 870
7/14/2018 11.03 46030 920
7/13/2018 11:03 45110 10
71122018 11.03 45100 30
7/11/2018 11:03 45070 40
7/10/2018 11:03 45030 30
7/9/2018 11:.03 45000 70
7/8/2018 11.03 44930 1020
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MMAM R

AVAMETEF MasterLink Data Collection System

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

Address: 4626 EVENING SHADOW
Customer: SUSAN WAHL
MeterSN: 7938646 Electranic ID: 16766180
Peak Consumption: 3820 Occurred 7/22/2018 (11:03)

Data Log Event:  2583409:
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Ti Reading Usage
77712018 11.03 43910 910
7/6/2018 11:03 43000 20
7/5/2018 11:03 42980 40
7/412018 11:03 42940 30
71312018 11:.03 42910 260
71212018 11:03 42650 240
711/2018 11.03 42410 820
6/30/2018 11.03 41580 840
6/29/2018 11:03 40750 290
6/28/2018 11:03 40460 740
6/27/2018 11:03 38720 20
6/26/2018 11:03 38700 20
6/25/2018 11:03 39680 70
6/24/2018 11:03 396810 1000
8/23/2018 11:.03 38610 880
8/22/2018 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 880
6/186/2018 11:03 36340 870
6/15/2018 11.03 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 34810 50
6/10/2018 1103 34860 920
6/9/2018 11.03 33940 880
6/8/2018 11:03 33060 20
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MASTER : .
/'\IA\‘MSTE% MasterLink Data Collection System
10/4/2018  11:31 am Data Log Report

From: 4/17/2018 (11:03) To: 10/4/2018 (11:03)
Address: 4628 EVENING SHADOW
Customer: SUSAN WAHL
MeterSN: 7938646 Electronic ID: 16766180
Peak Consumption: 3820 Occurred 7/22/2018 (11:03)

Data Log Event: 2583409

Page 50of 7
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Date & Time

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
5/232018 11:03 28460 70
5/22/2018 11:03 26390 20
5/21/2018 11:03 26370 30
5/20/2018 11:03 26340 1330
519/2018 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 21810 20
5/10/2018 11:03 21580 30
5/9/2018 11:03 21560 80
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MM MasterLink Data Collection System

SYSTEMS

10/4/2018 11:31 am Data Log Report
From: 4/17/2018 (11:03) To: 10/4/2018 (11:03) Page 6 of 7

Address: 4626 EVENING SHADOW
Customer: SUSAN WAHL
MeterSN: 7938646 Electronic ID: 16766180
Peak Consumption: 3820 Occurred 7/22/2018 (11:03)

Data Log Event. 2583409

1000

800

600

Usage

400

200
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N N

SAIPSAIRS I L R U RN DS L B 2
S S S P FE S S S S S ESSSSS S S S S S S
AR U R R R
Date & Time Reading Usage
5/8/2018 11:03 21480 20
5/7/2018 11.03 21460 180
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
5212018 11:.03 19370 30
5/1/2018 11:03 18340 20
4/30/2018 11:03 18320 110
4/29/2018 11.03 19210 890
4/28/2018 11:03 18320 860
412712018 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 11:03 16830 850
4/21/2018 11:03 15980 870
4/20/2018 11.03 15110 40
4/18/2018 11:03 15070 600
4/18/2018 11:03 14470 30
4/17/2018 11:03 14440 0
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10/4/2018 11:31am

Data Log Event. 2583409

MasterLink Data Collection System

Data Log chon Page 70of7
From: 4/17/2018 (11:03) To: 10/4/2018 (11:03)
Address: 4626 EVENING SHADOW
Customer: SUSAN WAHL
MeterSN: 7938646 Electronic ID: 16766180
Peak Consumption: 3820 Occurred 7/22/2018 (11:03)

Number of Readings For This Data Lag: 171
Averags Usage For This Data Log: 770
Total Usage For This Data Log: 131640 rev 21212011
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SouthWaest
Water Company

Customsr 8ervice
B88.854.9WWC {7992)

Notice of Upcoming Routine Malntenance/Register Upgrades

bl

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

Please do not be alarmed if a technician is near your property. You do not need to be home during our visit. Our

crews will be conducting the changes throughout the day during normal business hours.

The register is an essential part of your meter that helps us to accurately and promptly read your usage. AMR
technology is what enables the registers to send an electronic 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 ease of gathering reads and collecting data, Thank you for

allowing us to provide you with safe, quality water and waste water servicas. If you have any questions,

comments or concerns regarding the update, please contact Customer Care at 866.654.7992 Monday - Friday

from 8:30 a.m. to 5 p.m. or by email at TXcustomercare@swwc.com,

Please print anly new address informatlon below and check the appropriate box on the reverse side. Thank you.

Address Chanae(s]
Malling address only
Name o -
Address CTvtt T o T
~ h.: T——— B — -
b
State ~ 7Ip Code -
Phone Number E-mall Address

Customer Account Narmber

Ratuen b remit address on rovems of coupon. Make sure rsmit address on raverse
shows through window of suppled enwelops.
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Water Account Number: 001000031673 N
Services. In Invoice Number: 181002129108 -
s INC. Bllling Date: 10/16/2018 —
A SouthWest Water Company Total Amount Due By; 11/01/2018
. Service Address:
Customer Service:  866-654-7982 4626 EVENING SHADOW DR
Emergencies: 866-854-7992 BULVERDE TX 78163
Visit us online: WWW.swwc.com/texas
Current Reading Bassd on Actual Page 1.of 1
Rate Meter Read Dates Number Meter Reading Usage Meater
]’!_Ee From To Of Days Previous Current KGAL Number
58" - R 09/10/18 l 10/09/18 30 138.0 ] 146.0 8.0 7938646
*KGal {1000 Gallons) Average Consumption = 17.8
{ | Average Consumption Account Summary
Water Usage History - 13 Month Usage in kGar Previous Bill Amount $443.38
Payment Received 10/02/18 - Thank You -$221.00
Totei Monthly Usage . . N
(Payments after 5:00pm will NOT reflect on this invoice.)
Baiance $222.38
Current Billing and Other Basic Charges
Water Base $47.28
Water Usage $31.10
TX. Gomm Environ Quality $0.78
O N O JF M AMUJI J A Total Current Charges i $79.16
] Previous Month's Usage [l Current Montiv's Usage Total Amount Due By 11/0148. . = '~ e "$301.54
Total Amount Due After 11/01/18 $309.46

Message Center

Project Wishbone registration is underway for registered
H20 customers. See enclosed insert for additional

information.

wiil be sent to collections.

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

WATER SERVICES
SOUTHWEST WATER COMPANY

P.O. Box 4657

Houston, TX 77210-4657

Please check here and
sea reverse for address
and phone corrections.

I'”llll!'llll'l;[llll'"'l"l'lIIII'III|l|lll”lllll.ll"l'l[lll

SUSAN WAHL

4626 EVENING SHADOWS DR
BULVERDE TX 78163-2706

00ooooooo0000 D3 00B37

00001000031673 9 00 00030154 00030946

Account Number:
Total Amount Due By

11/01/18:

Total Amount Due After 11/01/18:
Please make check payable to:

WATER SERVICES

258 3 ol S e et
Amount gﬂwwan ol ma'

EARAVSTINI
: { i
, -
A NI o8 ORI T T RANTUN WM A2 k)

Enclosed ;E} ’
i

LA

o

WATER SERVICES

P.O. Box 4657

Houston, TX 772104657

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

001000031673
$301.54
$309.46
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Water
Services, Inc.

A SouthWaest Water Company

Date / Fecha: October 10, 2018
RE: Cuenta Del El Plan De Financiamiento: 001000031673

Estimado SUSAN WAHL,

Gracias por contactar con SouthWest Water Company para establecer un acuerdo de pago para el
saldo pendiente actualmente en su cuenta. Esta carta detalla los términos y condiciones del acuerdo
discutido entre el usuario y SouthWest Water Company.

A la fecha escrita anteriormente, el saldo de su cuenta es $222.38 Esta cantidad incluye el saldo debido
de $222.38

Usted ha acordado hacer pagos cada mes durante 06 meses por el saldo total adeudado en su cuenta.
A partir de la redaccion de esta carta, esto equivale a aproximadamente $37.00cada mes, ademds de
su factura normal. Tenga en cuenta, si se genera una nueva factura durante el periodo de espera de

14 dias, automéaticamente se incorpora a la nueva cantidad debida en el plan de pago cambiando de
esta manera el total mas arriba.

Los pagos a plazos vencen en o antes de la fecha de vencimiento indicada en la declaracién de cada
mes, ademas de la cantidad actual de vencimiento de su factura mensual. SI NO REALIZA UN PAGO, Y
/ O NO PAGAR EL TOTAL DE (A PLAZOS Y ACTUAL) CANTIDAD ADEUDADA, POR EL FECHA LIMITE DE
SU SERVICIO ESTA SUJETO A LA DESCONEXION. Si no puede hacer su pago a plazos segun lo
acordado, o no pueden pagar la facturacion del mes actual, péngase en contacto con nosotros
inmediatamente antes de la fecha de vencimiento del plazo al (866) 654 7992 para discutlr otras
opciones.

**IMPORTANTE** - EL ACUERDO DE PAGO NO COMENZARA HASTA QUE ESTA FORMA SEA
DEVUELTA. EL NO FIRMAR Y DEVUELVER ESTE ACUERDO A NOSOTROS ANTES DE:October 30,
2018 DISUELVE ACUERDO VERBAL HECHO.

Por favor, firmar y poner la fecha y enviar una copia del acuerdo a nosotros. Para su comodidad puede

enviar por fax: (832) 209-5395, correo electrénico: txcustomercare@swwc.com o correo:
Southwest Water Company, ¢ / o Departamento de Servicio al Cliente, 12535 Reed Rd, Sugarland, TX
77478. Al no completar y devolver este formulario no libera la obligacién de pago.

Aviso de terminacion:

Debemos recibir el acuerdo de pago firmado y / o su pago total de su saldo vencido $222.38
antes de las 5:00 pm el October 30, 2018 con el fin de evitar la desconexién.
» Si su servicio es desconectado, se le pedird que pagar una tarifa de reconexion de $ 25.00. Si
ningan depdsito esta en e archivo, se requerird un depdsito por servicio (agua / alcantarillado). Todas
las cuotas pendientes y saldos de cuentas deben ser pagados ANTES de gue se restablezca el
servicio. Reconexion puede tardar hasta 36 horas. En caso de optar por pagar las siguientes opciones
de pago estan disponibles:
Pagar en linea en www.swwc.com/myaccount. Normalmente, los pagos se agregan a su
cuenta dentro de una hora
Por correo postal: P.O. Box 4657, Houston, TX 77.210 a 4657. Le advertimos que esta opcion
puede tardar varios dias.
En persona: Los pagos pueden hacerse en los centros de servicio al cliente, incluyendo Wal-
Mart, Fidelity Express o fugares CHECKFREE.

Le valoramos como cliente y apreciamos la oportunidad de ofrecerle nuestros servicios. Si usted tiene
alguna pregunta, por favor, pdngase en contacto con nuestro Servicio al Cliente al 866-654-7992
entre las horas de 8:30 am y las 5:00 pm CST.

SouthWest Water Company
Aceptado y acordado:
Mesde_ _ Dia __ 20 Nombre
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Water
Services, Inc.

A SouthWest Water Company

October 10, 2018

LY [T L DALY CETETLLES Y P C O O (O TR A YL

SUSAN WAHL
4626 EVENING SHADOWS DR
BULVERDE TX 78163-2706

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

Thank you for contacting SouthWest Water Company to establish 3 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 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 befare the due date indicated on each month's statement, in addition to the current amount
due on your monthly bill. [F 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 bllling, please contact us Immedlately befare the due date of the installment at (866) 654-7932
to discuss further options.

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

Please date, sign and retuen a copy of the agreement to us. For your convenience you may fax: {832) 209-5395, emalil:
txcustomercare@swwc.com or mall: SouthWest Water Company, c/o Customer Service Department, 12535 Reed Rd, Sugar Land, TX
77478. Fallure 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 recennection fee of $25.00. I no deposit is on flle, 2 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 accaunt within ane hour.

- By mall: 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, FidelttyExpress or Checkiree locations.

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

SouthWest Water Company

Accepted and Agreed: S .

This_ Y day of R ,20 \Q\ e . ¢
< N Ny e . \ IS Q\S’\\ ™,

e OA AT O \.J\\gb}c\f L W LR N S

Print Name Signature
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Water Account Number: 001000031673

Invoice Number: 180021479805 Sh—
Services, Inc. Billing Date: 09/17/2018 —
A SouthWest Water Company Total Amount Due By: 10/03/2018
e Service Address:
Customer .Sefvwa 866-854-7992 4626 EVENING SHADOW DR
Emergencies’ 866-654-7992 BULVERDE TX 78153
Visit us online: WWW, SWWC.Com/texas
Current Reading BasedonActust . . e e . Pagelofi
Rate Meter Read Dates ! Number Meter Reading Usage Meter
N Type ) From » To Of Days Prevlous Current KGAL Number
58" - R 08/10498 1 09/09/18 3 ! 86.0 { 1389 ! $20 7938548
"KGal (1000 Galtons) Average Cons: 194
62101000 Gallons) Average Consumplin = 194 - Account Summary
Water Usage History - 13 Month Usage in KGar Previous Bill Amount $341.83
Payment Received 09/05/18 - Thank You -$342.83
Tolat Monthly Usage
(Payments aner 5 00pm will NOT reflect on thls mvomoe )
® Balance T T80
i 49
! ! Current Billing and Other Basic Charges
8 i Water Base $47.28
16 ll- 12 32 Water Usage $392.70
u TX. Comm Environ Quality $4.40
s o N D Total Current Charges ’ o ’ KT,

'Prev!ous Month's Usage . Curnsnt Month's Usage h m ﬁm@@" ;

Tota! Amount Due After 10/03/18

Message Center

If you are Jocated 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 sams.

Stay informed of outages and provide us with your emall address todayl
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Account Number: 001000031873
\sNat?I’ I Involce Number: 180021479806 ]
erv Ces’ nc. Billing Date: 08/1772018
A SouthWaest Water Company Total Amount Dus By: 1010372018
Customer Service. 8666547992 e N ADOW DR
Emergencies: 866-854-7992 BULVERDE TX 78163
Visit us oniine: WWWL.SWIWC.comftaxas
Current Reading Basedon Actust I N - . Pemtofy
Rats Meter Read Dates Number I Meter Reading Usage Meter
Type From To Of Days i Previous Current KGAL Number
Sl sl R s R P . b e m i
5/8"- R 081018 i 09/0%18 3 860 [ 1380 520 7938646 _
*KGali (1000 Gatlons) Average Consymption = 19.4
( | Average Consure Account Summary
Water Usage History - 13 Month usage In kGar Previous Bill Amount $341.83
Tatat Monthiy U Payment Received 08/05/18 - Thank You -$342.83
atat Monthly Usage (Payments after 5:00pm will NOT reflect on this invoice.)
Balance T T $1.00
3
; Current Billing and Othsr Basic Charges
Water Base $47.28
Water Usage $392.70
TX. Comm Environ Quality $4.40
S O N D JF M AMI I AS Total Current Charges ErTET

. Previous Month's Usage l Current Month's Usage

5 "~ x(i ""»" 4%’3‘3

Message Center

I 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 ather custormer service
charges will remain the same.

Total Amount Due After 10/03/18

$487.82

Stay informed of outages and provide us with your emal) address today!
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Water
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 praperty 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 galion
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
utllizing 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 guality and accurate service
to Ms. Wahl. We truly appreciate her as a customer, 1f she ever has any other questions or concerns,
we encourage her to call Customer Care at 866.654,7992 or hy email at TXCustomerCare@swwc.com.

Sincerely,

MW,Q,,%/

Charles W. Profilet, Jr., P.E.
Managing Director, Texas Utilities
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Water
Services, Inc.
A SouthWest Water Company

866-654-7992
866-664-7992
WuMLSWAWC. cemitexas

Customer Service:
Emergencies:
Visit us online”

Account Number: 001000031673

Invoice Number: 180031265252
Billing Date: 06/15/2018
Tatal Amount Due By: 07/01/2018

Service Address:
4626 EVENING SHADOW DR
BULVERDE TX 78163

}

Current Reading RasedonAguat e . _Paggiotl
Rate Meter Read Dates Number Meter Reading Usage Meter
Type From To Of Days Previous Current KGAL Number
518" =R (5/10/18 T 16/09/18 i 31 21.0 I 33.0 12.0 7838646
“KGal (1000 Gallons) Average Consumption = 16.9
{ - ! 4e PN Account Summary
Watel’ Usage History - 13 Month Usage in KGal* Previous Bill Amount $75.33
- Payment Received 05/30/18 - Thank You -$75.33
a'al Momtnly Usage . .
(Payments after 5-00pm will NOT reflect on this invoice.)
" Balance o T e $0.00
kS
' Current Billing and Other Basic Charges i
A P T Water Base $47.28
12 : ' ; : Water Usage $51.10
: TX. Comm Enwviron Quality $0.98
A S G0N B F M oa N Total Current Charges ) "$99.36
| |Previous Manth's Usage I current Montiv's Usage {Total Amount Due By 07/01/18 $99-36J
Total Amount Due After 07/01/18 $109.30
Message Center
If you are located within the City of Bulverde, please nole
affective 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.
14 Please detach and return the bollom portion witn your payrnent, o pay online al wwaw swysc.com/imyaccoud 0
Account Number: 001000031673
WATER SERVICES Total Amount Due By 07/01/18: $99.36
Total Amount Due After 07/01/18: $109.30
SCUTHWEST WATER COMPANY
PO Box 4857 Please make check payable to:
Houston, TX 77210-4657 WATER SERVICES
Piease check here and Amount
see reverse for address Enclosed $
and phone corrections, .
"”“"IIII'”""I"”“"'II"|l'”"|II'"lI“'I'Il“lI"'l‘l
SUSAN WAHL. WATER SERVICES
4626 EVENING SHADOWS DR PO Box 4657
BULVERDE TX 78163-2/06 Houston, TX 77210 4657
38 of 113
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Water Account Number: 001000031673
s 3 l Invoice Number: 180060976850
ervices, Inc. Billing Date: 08/20/2018
A SouthWest Water Company Total Amount Due By: 09/05/2018
ca £54- Service Address:
Custamer .Serche. 866-654 ZQQQ 4626 EVENING SHADOW DR
Emergencies: 866-654-7992 BULVERDE TX 78163
Visit us onling Wwaw SWwc comitexas
Current Reading Based on Actual R . .. . Pmgetott
Rate Meter Read Dates ' Number Meter Reading Usage . Meter
Type From To [ Ot Days Previous Current KGAL ! Number
e o e e e :
5/8"- R 07/1018 [ 08109118 | 31 45.0 } £26.0 41.0 ! 7938846
*KGat (1000 Gallans) Average Consumption = 18.0
Gl (1200 Gallons) Average Gonsumplion Account Summary
Water Usage History - 13 Month Usage in KGar* Pravious Bill Amount $99.36
} Payment Received 08/03/18 - Thank You -$89.36
Tolal Manthily Usage i . N
(Payments after 5:00pm will NOT refiect on this invoice.)
H Balance - ) o “7%0.00
33
LIS T A .
I ow Current Billing and Other Basic Charges
o : o Water Base $47.28
3 | B t Water Usage $291 17
0 : P TX. Comnm Environ Quality $3.38
As a0 Y A Total Current Charges o $341.83
[ ] Previous Month's Usage [l Current Month's Usage Total Amount Due By 09/05/18 $341.83
777 7 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 servics
charges will remain the same.
We updated our drought plan - visit www.swwc.com/texas/drought for more.
... 7Y Pleaye detach and return the Bolum DoLOR wath your payment, 0 pay onine at www swwe Comimyaseount
Account Number: 001000031673
WATER SERVICES Total Amount Due By 09/05/18: $341.83
Total Amount Due After 09/05/18: $376.01
SOUTHWEST 'WATER COMPANY
©.0. Box 4657 Please make chack payable to.
Houston, TX 77210-4657 WATER SERVICES
Pleasc check here and Amount .
see reverse for address Enclosed $
and phona corrections. -
UL RIS U U Y IGN RS TR UU LTI
SUSAN WAHL WATER ST RVICES
4626 EVENING SHADOWS DR P Q. Box 4657
BUI VERDE TX 78163-2706 Houston, TX 77270-4657
39 of 113

000000080000 03 00L37?

000D0L000032L73 9 DO 000341A3 0DO037kLOL U



“’ Account Number: 001000031673 ——
S at?r I Invoice Number: 180021479805 ﬁ
ervices, Inc. Billing Date: 09/17/2018 T
A SouthWest Water Company Total Amount Due By: 10/03/2018
> . _AEA.700% Service Address:
(E,usmmer ‘Se.mce. 866 254 7992 4626 EVENING SHADOW DR
mergencies 866-654-7992 BULVERDE TX 78163
Visit us onling’ WWww SWWCE.Com/texas
Current Reading Basod on Actual ) ) o ) . Hage 1 af 1
Rate Meter Raad Dates Number Meter Reading Usage i Meter
Type From To Of Days Previous Current KGAL Number
e b sy s S s e - ‘ !
518" - R 08/10/18 : 09/09/18 3 i 860 l 1380 | 52 0 | 7938646
“KGal (1000 Gallons) Average Consumption = 19.4
(6ol (1000 Gallons) Average Gonsumplon = 194 Account Summary
Water Usage History - 13 Mont: 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.)
e Balance - T o $1.00
" 52
- ‘.-"—L Current Billing and Other Basic €harges
M A o i Water Base $47.28
1o L L T Water Usage $3g2.70
2 b — I : ‘ TX. Comm Environ Quality $4 40
S L T S B Total Current Charges o ' $444.38
[ | Previous Manth's Usaga [l current Month's Usage Total Amount Due By 10/03/18 “43.38!
B T " Total Amount Due After 10/03/18 $487.82
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.
Stay informed of outages and provide us with your email address today!
. L' Piease detach and retum the bottom partion with your payment, or pay online_at www.swwe.com/myaccount 11
Account Numbet: 001000031673
WATER SERVICES Total Amount Due By 10/03/18: $443.38
Total Amount Due After 10/03/18: $487.82
SOUTHWEST WATER COMPANY
P.0. Box 4657 Please make check payable to
Houston, TX 77210-4657 WATER SERVICES
Flease check here and Amount
see reverse for aduress Enclosed $ 3
and phone corrections .
Tl bl ety by g
SUSAN WAHL WATEFR SERVICES
4226 EVENING SHADOWS DR PO Box 4657
SJLVFRDE TX 78183-2706 Houstorn TX 77210-465/
40 of 113
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Wate Account Number: 001000031673
S at - r I Invoice Number: 181002128106 m!gg
f )
ervices, Inc. Billing Date: 10/16/2018 B
A SouthWest Water Company Total Amount Due By: 11/01/2018
e Cpiean Ce eEA T80 Service Address:
Cuslomer 'o‘efvu,,.. Sbg Ef;fi 73392 4626 EVENING SHADOW DR
Emergencies 865-654-7992 BULVERDE TX 78163
Visit us online: WY, SWWC.LoM/lexas
Current Reading sasac on Actial o - ) ) Page 1.of
Rate Meter Read Dates Number Meter Reading Usage | Meter
Type From Ta Of Days Previous Current KGAL i Number
58" - R 09/10/18 10109418 30 133.0 [ 146 0 80 E 79386458
*KGal (1000 Gallons) Average Consumption = 17.8
¢ =) Average Consumption = 17.4 Account Summary
Water Usagugi-lwistory - 13 Menth Usage in KGal* Previous Bill Amount $443.38
! Payment Received 10/02/18 - Thank You -$221.00
Tatal Monthly Usege § L .
i (Payments after §:00pm will NOT reflect on this invoice. )
T O T o - Balance ) $22238
[ Current Billing and Other Basic Charges
. . i Water Base $47.28
K . . o . || Water Usage §31.70
oLt |
3 : LI Ml ! TX Comm Environ Quality $0.78
S n B 5 F o m oA M ) 5 A : o i Total Current Charges B 87916
[\ ] Freviaus Month's Usage .Current Month's Usage lTO(B' Amount Due By 11/01/18 $301.54
' 7 77777 Total Amount Due After 11/01118 $309.46

Message Center

Project Wishbone registration is underway for registered

H20 customers. See enclosed inser for additional
information.

The "Due Date" listed an 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 Help2Others taday.

_ _d Ploase detach and return the totom port.on with your payment, or pay onling at www swwg comimyaccount, ot

WATER SERVICES

SOUTHWEST WATER COMPANY
P.0. Box 46567
Houston, TX 77210-4657

Please check here and
see reverse for addrass
and phone caorrecticns

et bl B e gt p o g bty b )
SUSAN WAHL

4626 EVENING SHADOWS DR
BULVERDF TX 78183 2708

o0aooooounon N3 DOk37

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

Please make check payable to.
WATER SLRVICES

Amount
Enclosed $

WATER SERVICES
P.Q Box 4657
Hnuston, TX 77210-4657

001000031673
$301.54
$309.46
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Water
Services, Inc.

A SouthWest Water Company

October 10, 2018

R TI P LU I I E U PR R UL

SUSAN WAHL
4626 EVENING SHADOWS DR
BULVERDE TX 78163-2706

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

Thank you for cantacting SouthWest Water Company to establish a payment arrangament 1o satisfy the outstanding balance
currently due an your account. This letter details the terms and canditions 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 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 nate, if a new invoice Is generated
during the 14 day waiting period, 1t will automatically be incorporated into the new amount due inta the payment plan thereby
changing the total above.

Installment payments are due on or before the due date indicated on each manth'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 }5 SUBJECT TO DISCONNECTION. if you are unable to make your installment payment as agreed, or
unable to pay your current month's bilfing, please contact us immediately before the due date of the instaliment at (866) 654-7992
to discuss further options.

**IMPORTANT** - THE PAYMENT ARRANGEMENT WILL NGT 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, emaik;
txcustomercare@swwe.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 refieve payment obligatlon.

TERMINATION NOTICE: ' - o

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. Al outstanding fees and account balances must bepaid BEFORE service is restored. Reconnection
miay take up to 36 hours. Should you choose to pay the following payment options are available.

» Pay online at www.swwe.com/myaccount. Payments usually post to yaur account within one hour.,

. By mail: P.O. Box 4657, Houston, TX 77210-4657. Please be advised this optlon 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 questions, please contact our Customer
Care Center at 866 554-7992 between the hours of 8:30am and 5:00pm CST.

SouthWest Water Company

Acccpicd and Agmcd

This _} 23 day of ,__A .20 \:a PR \
:D\buu \\s%\' I \“Q:\

Print Narne Signature




FLUID METER SERVICE CORP.

SaLES * REPAIR » TESTING « CALBRATION
METERS » CONTROL VALVES * BACKSLOW PREVEMTSHS

FMS

FMS 800) 944-4472 QGary Faber - CEO.

(512) 258-3594 Tel. 512-426-4035 Mohile

(612) 258-4386 Fax Email fluidmeter? @ aol.com PO. Box 340215 7304 McNeil:Dr,, 4604
Austh, TX 78734-0215 Austin, TX 78729

DATE. |2~ 3~20)\8
SIZE: ~’75”‘7 S Yok METLS Type 308

METES# l(o?*c(ol‘io/ 1938¢ 44
Pca,

TO; &w%kwe&‘&—m CO"‘\MB

Ou'es \l\\\&c\g, Mo v &\
46246 Eucvxm_c‘ S hodsw

METER LOCATION ~ )
, ' BEFORE; O l’—( 80@ e
BO# W.0.# FMS ORDER #
QUANTITY. _DESCRIPTION PRICE

| Awan swmxsw?*w* | o

AN v
A
. —

"

v ometer meets AwwiA stuwdards J(ﬁ;c,s L =——AJO

"~

G

“

CERTIFICATE OF CALIBRATION
This is Lo certify that the physical standards described bielow were on this day eompared to the slandards ol the slafe of Texas which e ditecily fracealsic 1
standards of the National Burean of Stondards [NBS Test-No's 39569,40093,179355,225713] AW, W.A Test.

DETAILS OF TEST
LINE NO. €HFE | RATEOFFLOW | TOTAL CH-FE % OF CORRECTED % OF
GALS. GPM. GALS, " ACCURACY ACCURACY
o
LI A [+ b 9.8 98° % )
o
A 1O | 0.} jo\. a/o‘
. O
3 %) 1S~ 162 102° % -
~ee- 43 0f 113

e . - ("‘,’ /)
SIGNATURE: /__j %f AL



'A&M@?gg MasterLink Data Collection System

YSTEMS
18 11.31 am Data Log Report
From: 4/17/2018 (11.:03) To: 10/4/2018 (11:03)
Address: 4626 EVENING SHADOW
Customer: SUSAN WAHL
MeterSN: 7938646 Electronic ID: 16766180

Peak Consumption: 3820 Occurred 7/22/2018 (11:03)

3
10/4/20

Page 10f7

Data Log Event 2583409

3500

o

3000

P - C e e -

2000

Usage

1m0 P

» . e e e e e e o e

1000

500 T

RO N SR U R U SO U S GO T, S LR GO CER RN
P SRR IR I S R R R R R NI
CLPLLLLE L PP C LD C PP PSS
B P R

Date & Time Reading Usage

10/4/2018 1103 146080 10

10/3/2018 1103 146070 20

10/2/2018 1103 148050 10

101172018 11:03 146040 70

9/30/2018 11.03 145970 10

9/29/2018 11.03 145960 30

9/28/2018 11.03 145830 10

972712018 11:03 145920 20

9/26/2018 11.03 145800 60

9/25/2018 11:03 145840 20

9/24/2018 11-03 145820 20

9/23/2018 11 03 145800 80

9/22/2018 11.03 145740 30

8/21/2018 1103 145710 10

9/20/12018 1103 145700 10

9/19/2018 11.03 145690 30

8/18/2018 1103 145660 10

9/17/2018 1103 145650 50

9/16/2018 1103 145600 20

$/15/2018 1103 145580 20

9/14/2018 1103 145560 10

9/13/2018 1103 145550 3280

8/12/2018 1103 142270 3250

9/11/2018 1103 133020 30

9/10/2018 11:03 138890 40

9/9/2018 11.03 138850 80

9/8/2018 11-03 138890 10

9/7/2018 11:03 138880 20

9/6/2018 11:03 138860 3280
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10/4/2018 1131 am

Data Log Event:

4000
3500
3000
2500

2000

Usage

1500

1000

500

2583409

Data Lag Report

MasterLink Data Collection System

From: 4/17/2018 (11:03) To: 10/4/2018 (11:03)
Address: 4626 EVENING SHADOW

Customer: SUSAN WAHL

MeterSN: 7938646 Electronic ID: 16766180

Peak Consumption: 3820 Occurred 7/22/2018 (11:03)

Date & Time
9/5/2018 11.03
9/4/2018 11:03
9/3/2018 1103
9/2/2018 1103
9/1/2018 1103
8/31/2018 11.03
8/30/2018 11:03
8/28/2018 1103
8/28/2018 1103
8/27/2018 11.03
8/26/2018 11.03
8/25/2018 11.03
8£24/2018 11.03
8/23/2018 11:03
8/22/2018 1103
8/21/2018 11:03
8/20/2018 11 03
8/19/2018 1103
8/18/2018 11:03
8/17/2018 11:03
8/16/2018 11.03
8/15/2018 11:03
8/14/2018 11:03
8/13/2018 11:.03
8/12/2018 1103
8/11/2018 11:03
8/10/2018 11.03
8/8/2018 11.03
8/8/2018 1103
877/2018 11:03

TANTANR

Reading
135570
132240
132200
132190
131400
128030
128000
124680
121060
121040
121000
117670
114330
114300
110960
107250
107220
107120
103760
100410
100370

97080
93780
83730
93680
90320
86970
86650
83370
80010

N

P08 P

Usage
3330

Page 2 of 7
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10/4/2018 11:31 am

Data l og Event 2583409

4000

3500

3C00

2500

2000

Usage

1500
1000
500

0

Q}é

-

£ LPPLPE P PP
\"\ NESESESESES NS

%%%'b
’\ ’\0’\

{"\ é& ,\\b

MasterLink Data Collection System

Data Log Report
From: 4/17/2018 (11:03) To: 10/4/2018 (11:03)
Address: 4626 EVENING SHADOW
Customer: SUSAN WAHL
MeterSN: 7938646 Electronic ID; 16766180
Peak Consumption: 3820 Occurred 7/22/2018 (11:03)

Page 3 of 7

R TP P I $
ST \Q\NQ\Q\\Q\Q\"‘ AT RN R AN RN \"" NESESESE
»3’ N »&{‘9‘5{»% o2 '3) .& %'L':bg'&}?&{\?&Q& 2 0 W2 @63’0»3’{\9\%
G
'\Q' A\ «d'\«@ '\0’ (9> ,\\'\{: Q\,\\" W «\'3 4\\"6«\’* ,\\“‘ \'*’ &\"\ PP
Date & Time Reading Usage
8/6/2018 1103 79970 50
8/5/2018 1103 79920 3330
8/4/2018 11:03 76590 3570
8/3/2018 11.03 73020 20
8/2/2018 1103 73000 3280
8/1/2018 11.03 68720 3340
7/31/2018 1103 66380 330
7/30/2018 1103 66050 660
7/29/2018 11.03 65390 3780
712812018 11.03 61610 3430
7/27/2018 11:03 58180 750
7/26/2018 11:03 57430 730
75252018 1103 56700 760
7/24/2018 1103 55940 2030
7/23/2018 1103 53910 1600
712212018 1103 52310 3820
712412018 11.03 48490 390
712012018 1103 48100 800
711912018 1103 47300 280
7812018 11.03 47020 40
711712018 1103 46880 20
7/16/2018 1103 46960 60
711512018 11.03 46300 870
71412018 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 1103 45030 30
71912018 1103 45000 70
7Ti8/2018 1103 44830 1020
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M%@é& MasterLink Data Collection System

Data Log Report Page 4 of 7
From: 4/17/2018 (11:03) To: 10/4/2018 (11:03)
Address: 4626 EVENING SHADOW
Customer: SUSAN WAHL
MeterSN: 7938646 Electronic iD: 16766180
Peak Consumption: 3820 Occurred 7/22/2018 (11:03)

Data Log Event: 2583409

800

200

Q
BB D D BB R B B B R D IS
Ry o P P A0
A ATA v PN N A
Date & Time Rearling Usage
7/7/12018 1103 43910 910
71612018 11.03 43000 20
71512018 11:03 42980 40
7/4/2018 11.03 42940 30
7/3/2018 11:03 42910 260
74212018 11:03 42650 240
7/1/12018 11:03 42410 820
6/30/2018 11:.03 41590 840
6/28/2018 11.03 40750 280
6/28/2018 11:03 40460 740
6/27/2018 11:03 39720 20
6/26/2018 11.03 38700 20
6/25/2018 1103 39680 70
6/24/2018 11:03 39610 1000
6/23/2018 11.03 38610 880
6/22/2018 1103 37730 30
6/21/2018 11:03 37700 20
6/20/2018 1103 37680 20
6/19/2018 1103 37660 10
611812018 11.03 37650 450
6/17/2018 11.03 37200 860
6/16/2018 1103 36340 870
6/15/2018 11:.03 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
841012018 11.03 34860 920
6/9/2018 1103 33940 880
61872018 11:03 33060 20
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Y VETER MasterLink Data Collection System

SYSTEYS
10/4/2018 11:31 am Data Log Report Page 5of 7
From: 4/17/2018 (11.03) To: 10/4/2018 (11:03)
Address: 4626 EVENING SHADOW
Customer: SUSAN WAHL
MeterSN: 7938646 Electronic ID: 16766180
Peak Consumption: 3820 Occurred 7/22/2018 (11:03)
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Data Log Eveni. 2583400
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_Date & Time Reading Usage
6/7/2018 11.03 33040 560
6/6/2018 1103 32480 30
6/5/2018 1103 32450 120
6/4/2018 1103 32330 700
6/3/2018 11.03 31630 860
81212018 11:.03 30770 860
6/1/2018 1103 29910 10
5/31/2018 1103 29300 500
5/30/2018 11.03 29400 440
5/29/2018 11:03 28960 50
5/28/2018 11:03 28900 540
512772018 11°03 28360 3880
512612018 11:03 27380 890
5/25/2018 11.03 26490 10
5/24/2018 11 03 26480 20
5/23/2018 11.03 26480 70
5/22/2018 11:03 26380 20
5/21/2018 1103 26370 30
512072018 1103 26340 1330
5/19/2018 1103 25010 850
5/18/2018 11:03 24160 60
5117/2018 11.03 24100 20
5/16/2018 1103 24080 20
5/15/2018 11:03 24060 20
5/14/2018 11.03 24040 40
5/13/2018 1103 24000 1530
511212018 1103 22470 860
511112018 1103 21610 20
5/10/2018 11 03 215390 30
5/8/2018 1103 21560 80
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10/4/201

11:31 am

Data Log Event. 2583408.

1000

800

MasterLink Data Collection System

Data Log Report
From: 4/17/2018 (11:03) To: 10/4/2018 (11:03)
Address: 4626 EVENING SHADOW
Customer: SUSAN WAHL
MeterSN: 7338646 Electronic ID: 16766180
Peak Consumption: 3820 Occurred 7/22/2018 {11:03)
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Date & Time Reading Usage
5/8/2018 11:.03 21480 20
5/712018 11.03 21460 150
5/6/2018 11.03 21310 950
5/5/2018 11.03 20360 950
51412018 1103 19410 20
5/3/2018 1103 16390 20
5/212018 11:03 19370 30
5/1/2018 1103 19340 20
43012018 11:03 19320 110
4/29/2018 11:.03 19210 890
4/28/2018 11:03 18320 860
412712018 11:03 17460 30
4/26/2018 11:03 17430 20
4/25/2018 11:03 17410 80
4/24/2018 1103 17350 30
4/23/2018 11:03 17320 490
42212018 1103 18830 850
472112018 11.03 15980 870
4/2012018 1103 15110 40
4/19/2018 1103 15070 800
4/18/2018 11:03 14470 30
411712018 1103 14440 g

Page 6 of 7
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ry ER . .
N ‘ﬁgg MasterLink Data Collection System
10/4/2018 11:31 am Dafa Log Report Page 7 of 7

From: 4/17/2018 (11:03) To: 10/4/2018 (11:03}
Address: 4626 EVENING SHADOW
Customer; SUSAN WAHL
MeterSN: 7938646 Electronic I1D: 16756180
Peak Consumption: 3820 Occurred 7/22/2018 (11:03)

Data Log Event:  2583409:

Number of Readings For This Data Log: 1/1
Average Usage For This Data Log; 770
Total Usage For This Data Log: 131640 rev 20212014
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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:

» 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 galion 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 galions 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 guestions is an
abnormat 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,

MWW

Charles W. Profilet, Jr.,

Managing Director, Texas Utllities 51 0f 113



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 Lo 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 bllled 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)
reglster, 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.

Cur 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 involces 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 flndings and actions taken on this account:

« 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,

+ September 17% - records indicate that a “High Bill Dispute” was received due to
usage of 52 kgals billed at $443.38. We also reccived 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 therc was no
leak detected.

September 18% - we received this inguiry.

¢ September 19% — we reread thc 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.

» 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.

» 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 therc 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 repalrs
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 strcet affected was Eagle
Ciaw, 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 utllity shall offer a deferred payment plan to
any residential custamer 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:

s Check househoid 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,

» Repalr 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.)

+ Water your iawn 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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SouthWaest
Water Company !

Guatomer Servica
868.654,.3WWG {7992)

Notice of Upsoming Routine Malntenance/Register Upgrades

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

Please do not be alarmed If a technician Is near your properly. You do not need to he home during our visit. Our
crews will be conducting the changes throughout the day during normal business hours.

The register Is an essentlal part of your meter that helps us to accurately and promptly read your usage. AMR
technology is what enables the registers to send an electronic 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 technalogy
which will lengthen the signal strength to increase the ease of gathering reads and collecting data. Thank you for
alfowing us to provide you with safe, quality water and waste water services, If you have any questions,
commaents or concerns regarding the update, please contact Customer Care at 866.654.7992 Monday - Friday
from 8:30 a.m. to 5 p.m. or by emalil at TXcustomercare@swwc.com,

Please print onfy new address informatlon helow and check the approprate box on (e reverse alde. Thank you,

Address Change(s)
Mailing addross only

Nome

Address o

tly

Sme” T T ZipCode

| S et
Phono Numbor E-mnall Addreas

Retuen {o remil address on ravarse of coupon, Make sure remit sadress on reverse
shows through windew of supplled envelops.
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Exhibit "A"

City Manager’s Office

30360 Cougar Bend

Bulverde, Tx 78163 ’

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

dbatts@bl"vel'detx.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: swahl846@gmail.com
4626 Evening Shadows Dr.
Bulverde TX 78163

RE:  Customer Complaint
Customer Account Number: 001000031673
Customer Name: Sue Wahl
Customer Address: 4626 Evening Shadows Dr., Bulverde TX 78163

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 #eo 113



Complaint shall be conducted in accordance with Article 13.08, a copy of which is
enclosed.

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

Sincerely,
Danny Batts,
City Manager
Enclosures:
Complaint

Article 13.08
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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.

Comimission_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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13.08.003 Complaints

(a)  Availability. Any affected person may complain to the City in writing setting forth
any act or thing done or omitted to be done by any person pertaining to water or wastewater
rates, services, or operations under the jurisdiction of the City in violation or in claimed
violation of any order, ordinance, rule, regulation, or law of the City or of the Commission
over which the City has jurisdiction.

(b)  Contents of Complaint. All complaints submitted under these Procedures must be
submitted to the City in writing either by hand delivery, United States Postal Service, or
via the City’s online portal for such complaints, if any. The complainant must send a copy
of the complaint to the respondent on the same date that the complaint is filed with the
City. No complaint shall be considered received by the City unless and until the City
receives the information specified in this subsection. All complaints submitted under these
Procedures must contain the following information:

n the name, address, telephone number, and email address, if available, of the
complainant or complainants and of the complainant’s representative, if
any;

(2)  the name, address, telephone number, and email address of the respondent
and the account number, or similar identifying information, of the
complainant maintained by the respondent, if any;

(3)  adescription of the facts that gave rise to the complaint;

@) a statement of the relief that the complainant is seeking;

(5)  all documentation or information supporting complainant’s request for
relief;

(6)  copies of all correspondence between complainant and the respondent; and

(7)  a statement that a copy of the complaint has been provided to the
respondent.
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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)  thecomplainant 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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13.08.004 Formal Complaint Procedures
The following procedures apply to a formal complaint filed with the City:

(@  Notice. Following receipt of a formal complaint, the City will notify the
complainant and the respondent that the City has received the formal complaint and
state whether or not the City will consider the complaint.

(b)  Declining to Consider. Notwithstanding anything to the contrary, if the notice states
that the City will not consider the complaint, no further action will be taken or is
necessary under these Procedures, and the complainant may file the complaint with
the Commission pursuant to 16 TAC § 22.242(e)(1)(A)(i).

(c) Response. Within 30 days of the date that the notice is delivered to respondent,
respondent shall file a response to the complaint. If the respondent desires a hearing
before the City Council, respondent must request such hearing in its response. If
the respondent does not desire a hearing, then the response shall 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,

(d) Hesring Procedures. If the respondent requests a hearing, then the City shall docket
the hearing. The City shall provide the complainant and respondent with notice of
the hearing date. The notice shall include a copy of these Procedures as well as a
schedule governing the submittal of written testimony, conducting discovery, the
hearing location and time, and any other matter pertaining to the complaint. Prior
to sending the notice, the City may conduct a pre-hearing conference with the
parties to determine the schedule and other matters to be contained in the schedule.
The procedures applicable to the hearing under this subsection are as follows:

@) Written Testimony. The parties shall submit written testimony to the City
setting forth all issues of law and fact that supports the parties’ cases. The
City Council will consider all evidence and testimony that is useful in
determining any matter.

(2)  Discovery. The parties to the hearing may obtain information from each
other through written requests for information, which include requests for
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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.

(3)  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.

(4)  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.

(5)  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.

(6) 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 shail 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)(ii).
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(e) Method of Submittal. All written testimony, correspondence, or other information
required to be provided to the City shall be submitted via hand delivery, certified
mail, return receipt requested, or via such other method specified in the notice. A
copy of all written testimony, correspondence, or other information submitted to
the City by a party as part of a formal complaint shall be provided to any other party
concurrently with the filing of same with the City and in the same manner as
submitted to the City.

13.08.005 Continuation of Service

In any case in which a formal complaint has been filed and an allegation is made that a person is
threatening to discontinue a utility customer’s service, the presiding officer may, after notice and
opportunity for hearing, issue an order requiring the person to provide service during the
processing of the complaint. The presiding officer may issue such an order for good cause, on such
terms as may be reasonable to preserve the rights of the parties during the processing of the
complaint.

13.08.006 Authority

The City shall have the same authority to issue subpoenas, compel compliance with these
Procedures, and otherwise enforce these Procedures that the Commission has to enforce the
Commission rules and other laws.

13.08.007 Notice

(a) City notices. All notices and other correspondence from the City under this Article shall be
made via U.S. mail or via email to the email address provided by the parties. For notice or
correspondence sent by email, such notice or correspondence shall be deemed sent and received
on the date that the City sends such email. For notice or correspondence sent by physical mail,
such notice or correspondence shall be deemed to have been received on the third day after the
deposit of such notice or correspondence with the United States Postal Service properly addressed
and with proper postage.

(b) Party notices. All notices, information, or other correspondence to be sent by a complainant
or respondent shall be provided to the City via hand delivery or via certified mail, return receipt
requested to City of Bulverde, attn: City Manager, 30360 Cougar Bend, Bulverde, Texas 78163,
or such other address as may be designated by the City Manager from time to time and as reflected
in the information provided by the City. Such notices or correspondence shall be deemed received
by the City on the date of actual receipt. The City may provide alternate methods of providing
notice, information, or other correspondence from time to time.
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From: poreply@civicplus,com

To: Dangy Balts
Subject: Online Form Submittai: 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 foliow the City's Billing
Dispute Resolution Process.

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

Resolution Process at

the following link.

Account Holder's Name

First Name Sue

Last Name Wahl

Account Holder's e- swahl846@gmail.com
mail address

Account Holder's 210-863-3056

Telephone Number

Service Address

Address1 4626 Evening Shadows Dr.
Address?2 Field not completed.

City Bulverde

State TX

Zip 78163

Alternate Contact Address (If different from Service Address)

Address1 Field not completed.

Address2 Field not completed.
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City
State

Zip

Information on Water Utility

Company Complaint
Against

Account Number with
Company

Details of Complaint

Documents Related to
Complaint

Additional Document
Upload

Additional Document
Upload

Additional Document
Upload

Additional Document
Upload

Additional Document
Upload

Additional Document
Upload

Email not displaying correctly? View it in your browser,

Field not completed.
Field not completed.

Field not completed.

SWWC

001000031673

Over charging on water bills with no leaks present. | was billed
for 52,000 gallons of water which is 1,700 plus gallons per day

when | am not even home.

Water - 10-17.pdf

Water Bill.pdf

Water pdf

Field not completed.

Field not completed.

Field not completed.

Field not completed.
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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. Wahi:

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 aliowing 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 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:

= 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,

« September 17 - records indicate that a “High Bill Dispute” was received due to
usage of 52 kgais 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 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.

» 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 Wahi
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 ingulry, 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 Fleld 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 arder 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 instaliments. 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:

+ 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 galions of water. Take short showers and save
water.

» Repalr leaky tollets. To check for leaks, add 12 drops of food coloring into the tank,
and if color appears in the bowl one hour later, your tollet 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. 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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CUSTOMER PROTECTION DIVISION Compilaint Normal

ON-LINE COMPLAINT FORM Tuesday, September 18, 2018
Investigator: ., 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: 001000031673
Spanish: No
4626 Evening Shadows Dr 4626 Evening Shadows Dr
Bulverde TX 78163 Bulverde TX 78163
Alt Last: Day: (210) 863-3056
Alt:  (210) 863-3058

Alt First:
, Email: swahl846@gmail.com

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



CUSTOMER PROTECTION DIVISION Complaint Normal

ON-LINE COMPLAINT FORM Tuesday, September 18, 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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B3

m MasterLink Data Collection System

10/4/2018 11:31 am Data Log Report
From: 4/17/2018 (11:03) To: 10/4/2018 (11:03)

Address: 4626 EVENING SHADOW
Customer: SUSAN WAHL
MeterSN: 7938646 Electronic ID: 16766180
Peak Consumption: 3820 Occurred 7/22/2018 (11:03)

Data Log Event:  2583409!

Page 1 of 7
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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 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 145800 60

9/25/2018 11:03 145840 20

9/24/2018 11:03 145820 20

9/23/2018 1103 145800 80

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 145680 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 136020 30

9/10/2018 11:03 138890 40

9/6/2018 11.03 138950 60

9/8/2018 11.03 138890 10

8712018 11.03 138880 20

9/6/2018 11:03 138860 3290
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AA . .
/A\Q%ﬁ% MasterLink Data Collection System
10/4/2018 11:31 am Data Log Report Page 2 of 7

From: 4/17/2018 (11:03) To: 10/4/2018 (11:03)
Address: 4626 EVENING SHADOW
Customer: SUSAN WAHL
MeterSN: 7838646 Electronic ID: 16766180
Peak Consumption: 3820 Occurred 7/22/2018 (11:03)

Data Log Event: 2583409
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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 11:03 128030 30

8/30/2018 11:03 128000 3320

8/29/2018 11:03 124680 3620

8/26/2018 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

82412018 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

B/20/2018 11:03 107220 100

8/19/2018 141.03 107420 3360

8/18/2018 11:03 103760 3350

8/17/2018 11:03 100410 40

B/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

B8/10/2018 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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M AETER MasterLink Data Collection System

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

Address: 4626 EVENING SHADOW
Customer: SUSAN WAHL
MetarSN: 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 32680
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
7125/2018 11:03 56700 760
7/24/2018 11:03 55940 2030
7/23/2018 11.03 53910 1600
7122/2018 11:03 52310 3820
7/21/2018 14:03 48490 390
7/20/2018 11:03 48100 800
7/18/2048 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
741512018 11:03 46900 870
7/14/2018 11:03 46030 920
7/13/2018 11.03 : 45110 10
714212018 11:03 45100 a0
7/11/2018 11:03 45070 40
7/10/2018 11:03 45030 30
7/912018 1103 45000 70
7/8/2018 1103 44930 1020
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VY\WER
AAMETER
10/4/2018 11:31 am

Data Log Event; 2583409
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MasterLink Data Collection System

Data L og Report

From: 4/17/2018 (11:03) To: 10/4/2018 (11:03)
Address: 4626 EVENING SHADOW

Customer: SUSAN WAHL

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

Page 4 of 7

N
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ANl ol L O S S

il Reading Usage
77712018 11:03 43910 910
7/6/2018 11:.03 43000 20
7/5/2018 11.03 42980 40
7/4/2018 11:03 42340 30
713/2018 11:03 42910 260
7/2/2018 11:.03 42850 240
7/1/2018 11:.03 42410 820
6/30/2018 11.03 41580 840
6/29/2018 11:03 40750 230
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
8/20/2018 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
6/16/2016 11.03 36340 870
6/15/2018 11:03 35470 0
6/14/2018 11:03 35470 10
8/13/2018 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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'Mﬁm%gg MasterLink Data Collection System

10/4/2018 11:31 am

Data Log Report

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

Data Log Event:  2583409.

Address: 4626 EVENING SHADOW
Customer: SUSAN WAHL

MeterSN: 7938848 Electronic ID: 16766180

Peak Consumption: 3820 Occurred 7/22/2018 (11:03)

Page 5 of 7
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Date & Time
6/7/2018 11:03
6/6/2018 11:.03
6/5/2018 11:03
6/4/2018 11:03
6/3/2018 11:03
6/2/2018 11:03
6/4/2018 11:03

5/31/2018
5/30/2018
5/29/2018
5/28/2018
5/27/2018
5/26/2018
5/25/2018
5/24/2018
5/23/2018
5/22/2018
5/21/2018
§/20/2018
5/18/2018
5/18/2018
5/17/2018
5/186/2018
5/15/2018
5/14/2018
5/13/2018
5/12/2018
5/11/2018
5/10/2018

11:03
11:03
11:03
11:03
11.03
11.03
11.03
11.03
11:03
11:03
11:03
11.03
11.03
11.03
11.03
11.03
11:.03
11:03
11:03
11:03
11:03
11:03

5/9/2018 11:03
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AN 312 MasterLink Data Collection System

Data Log Report

SYSTEMS
10/4/2018 11:31 am

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

Data Log Event 2583409:

Address: 4626 EVENING SHADOW
Customer: SUSAN WAHL
MeterSN: 7938646 Electronic 1D: 16766180

Peak Consumption: 3820 Occurred 7/22/2018 (11:03)

Page 6 of 7
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5/8/2018
5/7/12018
5/6/2018
5/5/2018
5/4/2018
5/3/2018
5/2/2018
5/1/12018
4/30/2018
4/29/2018
4/28/2018
4/27/2018
4/26/2018
4/25/2018
4/24/2018
4/23/2018
41222018
4/21/2018
4/20/2018
4/19/2018
4/18/2018
4/17/2018

480
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Msv ER MasterLink Data Colleétion System

. Data Log Report ‘
101472018 11:31 am 7
a From: 4/17/2018 (11:03) To: 10/4/2018 (11:03) Page 7 of
Data Log Event. 2583408 Address: 4626 EVENING SHADOW

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 Lag: 131640 rev 2212014
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SouthWest
Water Company ,

Customar 8ervice
888,654, 9WWG (7992)

Notlce of Upcoming Routine Maintenance/Reglster Upgrades

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

Please do not be alarmed if a technician is near your property. You do not need to be home during our visit. Our
crews will be conducting the changes throughout the day during nhormal business hours.

The register is an essential part of your meter that helps us to accurately and promptly read your usage. AMR
technology is what enables the registers to send an electronic 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 ease of gathering reads and collacting 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 update, please contact Customer Care at 866.654.7992 Monday - Friday
from B:30 a.m. to 5 p.m. or by email at TXcustomercare@swwc.com,

Please print only new address Information below and check the appropriate box on the reverse side. Thank you.

Address Change(s)

Malling address only

Name
Address

Ciy

State Zip Coda

Phone Number E-mall Addreas ~

Customer Account Number

Raturn ta ranit uddress on taverse of coupon. Make sure remit address on reverse
shows through window of supplied lopa,
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Water Account Number: 001000031673 e
Services. In involce Number: 181002129106 —
ces, c. Billing Date: 10/16/2018 ——=
A SouthWest Water Company Total Amount Dus By: 11/01/12018
I Service Addrass:
Eossbiohueat 0 ol 4826 EVENING SHADOW DR
Visit us online: Www.swwc.com/texas BULVERDE TX 78163
Current Reading Based on Actual Page 10f1
Rate Meter Read Dates Number Meteor Reading Usage Meter
Type u From To Of Days Previous Current KGAL Number
58" -R 08/10/18 ‘ 10/09/18 30 138.0 ‘ 146.0 8.0 7938646
*KGal (1000 Gallons) Average Cansumption = 17.8
0 Account Summary
Water Usage History - 13 Month Usage in KGal* Previous Bill Amount $443.38
Payment Recsived 10/02/18 - Thank You -$221.00
Total Monthly Usage . - .
(Payments after 5:00pm will NOT refiect on this invoice.)
Balance o $222.38
Current Billing and Other Basic Charges
Water Base $47.28
Water Usage $31.10
TX. Camm Environ Quality ) $0.78
O N D J F M AMUJI IS ASO Total Current Charges T $79.16
] Previous Month's Usage [l Current Monti's Usage Total Amount Due By 11101118 R T 8301 ;54}
Total Amount Due After 11/01/18 $308.46

Message Center

Project 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 bili? Reglster for Help20thers today.

WATER SERVICES

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

Please check here and
seg reverse for address
and phone corrections.

Allohtp il b gt tgeeddiihinh i

SUSAN WAHL
4626 EVENING SHADOWS DR
BULVERDE TX 78163-2706

Account Number: 001000031673
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

£
Enclosed % { % % ; ( :
%’J?ww}sw t"ﬂ'.'?? ! o ‘

R ST AT s e N YR e ek

AmOunt %{;&’, €1 WYMB‘ s?'mrq,\n':n.vmuzr L3t g '.'mrfm'n
ky

WATER SERVICES
P.O. Box 4657
Houston, TX 77210-4657
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Water
Services, Inc.

A SouthWest Water Company

Date / Fecha: October 10, 2018
RE: Cuenta Del El Plan De Financiamiento: 001000031673

Estimado SUSAN WAHL,

Gracias por contactar con SouthWest Water Company para establecer un acuerdo de pago para el
saldo pendiente actualmente en su cuenta, Esta carta detalla los términos y condiciones del acuerdo
discutido entre el usuario y SouthWest Water Company.

A la fecha escrita anteriormente, e! saldo de su cuenta es $222.38 Esta cantidad incluye el saldo debido
de $222.38

Usted ha acordado hacer pagos cada mes durante 06 meses por el saldo total adeudado en su cuenta.
A partir de la redaccidn de esta carta, esto equivale a aproximadamente $37.00cada mes, ademds de
su factura normal. Tenga en cuenta, sl se genera una hueva factura durante el periodo de espera de

14 dias, automaticamente se incorpora a la nueva cantidad debida en el plan de pago cambiando de
esta manera el total mas arriba.

Los pagos a plazos vencen en o antes de la fecha de vencimiento indicada en la declaracién de cada
mes, ademas de |3 cantidad actual de vencimiento de su factura mensual. S1 NO REALIZA UN PAGO, Y
/ O NO PAGAR EL TOTAL DE (A PLAZOS Y ACTUAL) CANTIDAD ADEUDADA, POR EL FECHA LIMITE DE
SU SERVICIO ESTA SUJETO A LA DESCONEXION. Si no puede hacer su pago a plazos segin lo
acordado, o no pueden pagar la facturacién del mes actual, pdngase en contacto con nosotros
inmediatamente antes de la fecha de vencimiento del plazo al (866) 654 7992 para discutir otras
opclones.

**IMPORTANTE** - EL ACUERDO DE PAGO NO COMENZARA HASTA QUE ESTA FORMA SEA
DEVUELTA. EL NO FIRMAR Y DEVUELVER ESTE ACUERDO A NOSOTROS ANTES DE:October 30,
2018 DISUELVE ACUERDO VERBAL HECHO.

Por favor, firmar y poner la fecha y enviar una copia del acuerdo a nosotros. Para su comodidad puede
enviar por fax: (832) 209-5395, correo electrénico: txcustomercare@swwc.com o correo:;
Southwest Water Company, ¢ / o Departamento de Servicio al Cliente, 12535 Reed Rd, Sugariand, TX
77478. Al no completar y devolver este formulario no libera a obligacién de pago.

Aviso de terminacion:

Debemos recibir el acuerdo de pago firmado y / o su pago total de su saldo vencido $222.38
antes de las 5:00 pm el October 30, 2018 con el fin de evitar la desconexlén.
s Si su servicio es desconectado, se le pedird que pagar una tarifa de reconexién de $ 25.00. Si
ningln depdsito esta en el archivo, se requerird un depdsito por servicio (agua / alcantarillado). Todas
las cuotas pendientes y saldos de cuentas deben ser pagados ANTES de que se restablezca el
servicio. Reconexion puede tardar hasta 36 horas. En caso de optar por pagar las siguientes opciones
de pago estdn disponibles:
Pagar en linea en www.swwc.com/myaccount, Normalmente, los pagos se agregan a su
cuenta dentro de una hora
Por correo postal: P.0. Box 4657, Houston, TX 77.210 a 4657. Le advertimos que esta opcidn
puede tardar varios dias.
En persona: Los pagos pueden hacerse en los centros de servicia al cliente, incluyendo Wal-
Mart, Fidelity Express o lugares CHECKFREE.

Le valoramos como cliente y apreclamos Ia oportunidad de ofrecerle nuestros servicios. Si usted tiene
alguna pregunta, por favor, péngase en contacto con nuestro Servicio al Cliente al B66-654-7992
entre las horas de 8:30 am y las 5:00 pm CST.

SouthWest Water Company
Aceptado y acordado:
Mesde ___ Dia __20 Nombre
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Water
Services, Inc.

A SouthWest Water Company

October 10, 2018

by gy gDy st o o J sy Jo |y 11

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 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 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 far 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 walting perlod, it will automatically be incorporated into the new amount due into the payment plan thereby
changing the total above.

Instalilment 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. )f you are unable to make your instaliment 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
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, ¢/o Customer Service Department, 12535 Reed Rd, Sugar Land, TX
77478. Failure to complete and return this form does not relieve payment obligation,

JERMINATION 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 avold disconnection.
if your service is disconnected, you will be required to pay a reconnection fee of $25 00. If no deposit (s 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.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 locations.

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.

SouthWest Water Company

Accepted and Agreed:

This_ 33 day of \ AR S , 20 \CQ\ e . (\(t"\\
C‘“"'_“ - .

A L VA M\’ AR YN~ )

Print Name Signature ’
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Account Number: 001000031673 -
;Vat?r i Invoice Number: 180021479805 ]
ervices, inc. Billing Date: 099712018 =
A SouthWaest Water Company Total Amount Dus By: 10/03/2018
Customer Service,  886-654-7992 e A LADOW DR
Emargsnaos:A 866-654-7992 BULVERDE TX 78463
Visit us anhne: WWW.SWWe.comitexas
Current Reading Basod onActual ; e e e, . PBgaTofY
Rate Metsr Read Dates Number Meter Reading i Usage Meter
) T\/go~ N From To Ot Days Previous Current | KGAL Number
S8 - R oa10n8 | osmene | 80 | 1380 | 520 7938848
*KGal (1000 Gallons) Average Consumption = 19 4
KGa1{1000 Gallons) Average Consumplion = 1 Account Summary
Watgr_ ps.a_gewﬂjgtpq. - 13 Month Usage in KGar" Previous Bill Amount $341.83
Total Monthiy U Payment Received 09/05/18 - Thank You -$342.83
at Maninly Usage (Payments aRer 5:00pm will NOT refiect on this invoice.)
‘ 2 Balance -$1.00
: = Current Billing and Other Basic Charges
Water Base $47.28
;o 5212 Water Usage §392.70
TX. Comm Environ Quality $4.40
5 0O W D JOF M A M 3 4 A S Total Current Charges o o T T§44438
o e - X z CARAPIY T T A At Famr
'Previaus Monthvs Usage T Current Montys Usaga E otaPAnOY 3011:03[,1} iy ‘%ngﬁm@

Message Center

if you are located within the City of Buiverde, please note
eftective March 13, 2018, new usage rates ara in place per
the rate agreermaent with the city. Ali other customer service
charges will remain the same,

$487.82

Stay informed of outages and provide us with your emall address today!
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Account Number: 001000031873 ——
gateir I involce Number: 130021475805 a—
erv ces’ nc. Bllling Date: 09/172018
A SouthWest Water Company Total Amount Dus By: 10/03/2018
Customer Service. 866-654-7992 f;;'ae:fur: ;HADOW DR
Emargencies: 486-654-7882 BULVERDE TX 78163
Vistt us online: WWW.SWWG CoTn/texas
Current Reading Based on Actusl e g Pagetofd
Rate Meter Read Dates Number Weter Roading Usage Meter
Type From To Of Days 1 Previous Current KGAL Number
L4 ouA [Pl GV St ato. A SV A . —
S5 - R o8 __0apeng | 860 | 1380 | 520 7938646
*KGat (1000 Gallons) Avarage Consumgption = 19.4 - Account Su mmary
Water Usage History - 13 Month Usage in KGar Previous Bill Amount $341.83
. TotatMonthy U Payment Received 08/05/18 - Thank You -$342.83
O on| 5!
e (Payments after 5:00pm will NOT reflect on this invoice.)
® - Balance - R i T T 8106
[
2 -] Current Billing and Other Basic Charges
® 2 Water Base $47.28
% RTINS Water Usage $392.70
3 TX. Comm Environ Quality $4.40
§ 0N B &I F M A W 4 4 A S Total Current Charges oo i T§442.38
et v LA ¥ 77 ok s - P AT e Py Iy
. Previous Month's Usage ' Current Month's Usage I}’mmﬁmw&ﬂw‘)mﬁ Dok ‘;?“‘&W ,

Message Centar

i you are focated within the City of Buiverde, please note
effective March 13, 2018, new usage rales are in place per
the rate agreement with the city. All other customer service
charges will remain the same.

Total Amount Due After 10/03/18

Stay informed of outages and provide us with your emall address today!
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Water
Services, Inc.

A SouthWest Water Company

Customer Service
B66.654. 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 gallans.

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. Wah! 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 guality 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 Custormer Care at 866.654.7992 or by email at TXCustomerCare@swwc.com.

Sincerely,

Clo«oéawp

Chartes W. Profilet, Jr., P.E.
Managing Director, Texas Utilities
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Water
Services, Inc.

A SouthWest Water Company

866-654-7992
866-654-7992
WWW.SWWE.Com/texas

Customer Service.
Emergencies:
Visit us online

—

Account Number:

001000031673

[nvoice Number: 180031265252
Billing Date: 06/15/2018
Total Amount Due By: 07/01/2018

Service Address:

4626 EVENING SHADOW DR

BULVERDE TX 78163

Current Reading Rased on Aclual — _ S __Page1af
Rate Meter Read Dates Number Meter Reading Usage Meter
Type From To Of Days Previous Currant KGAL Number
58" - R 05/10/18 [ 06/09/18 31 21.0 l 33.0 12.0 78938646
*KGal (1000 Gallons) Average Consumption = 18,9
(1000 Gollons) Average Consumplion Account Summary
Water Usage History - 13 Month Usage in XGal* Previous Bill Amount $75.33
[ Payment Receved 05/30/18 - Thank You -$75.33
Taii Mantily Usage - .
{Payments after 5:00pm will NOT reflect on this invoice )
"” t Balance < - 7 $0.00
- | . . Current Billing and Other Basic Charges
“ Pt : Water Base $47.28
i . ' CL " Water Usage $51 10
' / TX. Comm Enwviron Quality $0.98
S A S 0N B I M A M Total Current Charges T 7$99.36
[ ]Previous Montn's Usage [l Current Montv's Usage Total Amount Due By 07/01/18 $99.36
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 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.
R L1 Please detach and relurn the bollom pertion witn yo.ir paymert o pav anling al wv,wsw«:.cnﬁmnym:;;oua(' 0
Account Number: 001000031673
WATER SERVICES Total Amount Due By 07/01/18: $99.36
Total Amount Due After 07/01/18: $109.30
SOUTHWEST WATER COMPANY
P Q. Box 4657 Please make check payable ta:
Houstan, TX 77210-4657 WATER SERVICES
Please check here and Amount
see reverse for address Enclosed $
and phone correclions, »
apftadqiofiag el i e Rgepsptlenge o Jafig] 1ty 4y 4]
SUSAN WAHL WATER SERVICES
4626 EVENING SHADOWS DR P.O Box 4657
BULVERDE TX 78163-2706 Houston, FX 77210-4657
87 of 113

goooooogoooog o3 gak3e

goooLgooo3Le6?3 3 00 00009936 00010930 3



Water
Services, Inc.
A SouthWest Water Company

866-£54-79G2
846-854-7992
Wy swwe.com/texas

Customer Service:
Emergencies
Visit us onl ne:

Account Number: 001000031673

Invoice Number: 180060976850
Billing Date: 082012018
Total Amount Due By: 09/05/2018

Service Address:
4626 EVENING SHADOW DR
BULVERDE TX 78163

Current Reading Bascu on Actial ____ I L agetotd
Rate Meter Read Dates Number Meter Reading Usage Meter
Type From To Ot Days Previous Current KGAL Number
518"~ R 07110018 ] 08/09/18 j 31 i 45.0 ! 830 41.0 7938646
*KGal {1000 Gallons) Average Consumption = 18,0
el HEPQR MRS .-~ — Account Summary
Water Usage History - 13 Month Usage n KGal* Previous Bill Amount $99.36
Payment Received 08/03/18 - Thank You -$98.36
fotal Manth y Usage 3 . .
(Paymen's after 5:00pm will NOT reflect on this invoice.)
A T Balange T T g $0.00
41
4 47 15 . ’
i Lo Current Billing and Other Basic Charges
7 ’ ) “ Water Base %47.28
13 Pn, FLLJUPRL I 4 Water Usage $291.17
o L ! RN TX. Comm Environ Quality $3 38
A e D d F M A M s Total Current Charges h $341.83
" Previous Moni's Usage [l Current Menth's Usage Total Amount Due By 09/05/18 $341.83
. T Total Amount Due After 09/0518 $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 agreemant 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.
e e .. D Piease gelach and return the battom porton with your payment, or ply onling At Lww SWwn CommyaLesnnt. (1 R
Account Number: 001000031673
WATER SERVICES Total Amount Due By 09/05/18: $341.83
i Total Amount Due After 09/05/18: $376.01
SOUTHWEST WATER COMPANY
P.C Box 4657 Please make check payable to:
Houston, TX 77210-4657 WATER SERVICES
Please check here ard Amount . R
see reverse for adaress Enclosed
and phone corrections .
At dbef b T et Usgegen oy g b o
SUSAN WAHL WATER SERVICES
4626 EVENING SHADOWS DR P.C. Box 4857
BULVFRDE TX 78163-2706 Houston, TX 77210-4657
88 of 113
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Water Account Number: 001000031673

s 1 i Invoice Number: 180021479805
ervices, inc. Billing Date: 09/17/2018
A SouthWaest Water Company Total Amount Due By: 10/03/2018

Customer Service.  866-654-7992 Service Address:

Emergencies: 866-654-7992 ‘é‘iffv‘é"’z%"g’ii gmgow DR
Visit us online” www, swwe.com/itexas
Current Readmg Based on Actust ] S N o o o Page 1 ot 1
Rate Meter Read Dates Number | Meter Reading Usage | Meter
Type From To Of Days i Prevnous Current KGAL Number
e e L . et - kbt SR
518"~ R 08/10/18 ! Q943,18 31 % 88.0 } 138.0 52.0 | 7838646

"KGal (1000 Gallons) Avarage Consumption = 19 4

Account Summary

Water Usage Hlstory 13 Month Usage i KGal' Previous Bill Amount $341.83
Payment Received 09/05/18 - Thank You -$342.83
Total Moniiy Usage
(Payments after 5; OOpm will NOT rcﬂect on thls invoice. )
L T | Batance T ’ -$1.00
5]
. ‘.4,’., Current Billing and Other Basic Charges
A A 0 } Water Base $47.28
to W, g 2on ' Water Usage $392.70
PR SN 400 [ SN TX. Comm Environ Quality $4.40
S N N D ) s M OA M J 4 A Totat Current Charges o ’ ) ’ $444.38
Lj Previous Months Usage . Currewt Mo"tnq UaBQP TOtal Amount Due By 10/03/18 3443 38]
- - Total Amount Due After 10)03118 5487 82

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.

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

Account Number: 001000031673
WATER SERVICES Total Amount Due By 10/03/18: $443.38
) Total Amount Due After 10/03/18; $487.82
SQUTHWEST WATER COMPANY
P.0. 3ox 4657 Please make check payabie to.
Houston, TX 77210-4657 WATER SERVICES
Flease check here and Amount
see reverse far address Enclosed
ana phane corrections -
.I”|I..I|||-“.,M.”m--'Ill.l.llln,-l...].|I|[I|I”I|l.||.I
SUSAN WAHI WAIEFR SERVICES
4226 CVENING SHADOWS DR P (. Box 4657
BULVERDE TX 781€3-2706 Hauston. 7X 77210-465¢
89 of 113
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W. Account Number: 001000031673 =
S at?r I involce Number: 181002129106 o~
erv ces’ nc. Billing Date: 10/16/2018 o
A SouthWest Water Company Total Amount Dus By: 11101/2018
- Service Address:
st G . R E4.70G7 :
NI CHArC 4626 EVENING SHADOW DR
Emergenctes 866-654-7992 BULVERDE TX 78163
Visit us online Www.sWwc.com/lexas
Current Reading 8asca on Actuat ) o S N Page 10of 1
Rate Meter Read Dates Number Meter Reading Usage | Meter
Type From To Of Days Previous Current KGAL ! Number
58" - R 09/10/18 ) 10/09/18 30 138.0 ' 146.0 8.0 I 79368846
*KGal {1000 Gallens) Average Consumption = 17,8
341000 Gallens) Average Gonsumpton = 17,8 .. Account Summary
Water Usage History - 13 Montn Usage in KGal* Previous Bill Amount $443.38
Payment Received 10/02/18 - Thank You -$221.00
Total Menthly Usage . L .
{Payments after 5:00pm will NOT reflect on this invoice.)
e ""“'W_”“””;” ) Balance i | $22238
iy s
Current Billing and Other Basic Charges
" ES Water Base $47 28
i o _ Water Usage $31.10
A Sl ‘M) | TX. Comm Environ Quality $0.78
OON DU F M A M 4 A8 0 Total Current Charges I 1 X T
{J Frevious Month's Usage l Current Month's Usage Total Amount Due By 11/01118 3301-54|
" Total Amount Due After 11/01/18 $309.46

Message Center

Project Wishbione registration is underway for registered

H20 customers. See aenclosed 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.

_ U Please datach and return the boltom portion with your payment, or pay online at www swwc.com/myaccount. L

WATER SERVICES

SOUTHWEST WATER COMPANY
P.0. Bux 4657
Houston, TX 77210-4657

Blease check here and
see rcverse for address
and phaone carrections

AU RR U U IR A U U UV |
SUSAN WAHI

4826 EVENING SHADOWS DR
RULVERDE TX 78183 2706

gggogcooaaon 03 00637

001000031673
$301.54
$309.46

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

Please mako check payable to:
WATER SERVICES

Amount
Enclosed ' $

B

WATFR SERVICES
P.O Box 4657
Houston, TX 77210-4657
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Water
Services, Inc.

A SouthWest Water Company

October 10, 2018

(LT I U U U B LR TR R

SUSAN WAHL
4626 EVENING SHADOWS DR
BULVERDE TX 78163-2706

Re: fnstallment Plan on Account # 001000031673
Dear SUSAN WAIIL,

Thark 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 your account is $222.38
This amount includes your past due balance of $222.38

You have agreed 1o make payments each month for 06 months far the total balance owed on your account. As of the writing of this
{etter 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 autematically 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 1S SUBJECT TO DISCONNECTION. If you are unable to make your installment payment as agreed, or
unabie to pay your current manth's billing, please contact us immediately before the due date of the installment at (866) 654-7982
to discuss furthar options.

*+HIMIPORTANT** - THE PAYMENT ARRANGEMENT WILL NOT BEGIN UNTIL THIS FORM 1S 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 @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 ubligatlon.

TERMINATION NOTICE: - - -

We must receive the signed payment arrangement and/or your full payment of your past due balance of $222.38 hy 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 tile, a deposit per service
{water/sewer} will be required. All sutstanding 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 aptions are avallable:

. Pay online 3t www swwc.com/myaccount. Payments usually post to your account within one haur.

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

. in person: Payments can be made at Custom.er walk-in service centers including Wal-Mart, FidelhityExpress 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 866-654-7392 between the hours of 8-30am and 5:00pm CST.

SouthWest Water Company

T 3 o N0 NCT —
uSen oo s =\ \Q‘@

Print Name Sagnatu e
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FMS

F LUID METER SERVICE CORP.

SaLES * Repair « TESTING « CALBRATION
MeTERS » CONTROL VALVES » BackrLOw PREVEMIEHS
FMS (s00) 044-4472 Gary Faber - C.EO.
(512) 258-3594 Tel, 512-426-4035 Mabile
(612) 258-4386 Fax

Erail fluidmeter? @aol.com P.O. Box 340215

7304 McNeit:Dr,, #604
Austn. TX 78734-0215

Austin, TX 78729

TO: &w%—kweb*‘rm COM
Ou'es \l\\\ac\e, Nao v -\

Hedl Eu g S wodsw
METER LOCATION

|2~ 3-201\8
SizE:SI81% YUpnke: MSTES Type ¢~ Fo8
METER# te,?u,t?o/ 9386 4

Read:
o S 014 B0G ©

DATE:

BO# W.0# FMS ORDER #

QUANTITY. QESCR!ETION

x Aw\,,m MASM?*»&— N

1
Y

N K
A3

PEG (v reter peets AWWIA stawdadds e
R Y . n L4

~

CERTIFICATE OF CALIBRATION
Iiis is to certify that the physicat standards described below were on this day compared bo tie standrda of the siufe of Texas which are ditely traceulic |
slondurds of the National Bucear of Stondards [NBS Test-No.'s 39569,40093,179355,225713] A W. W.A Test.

DETAILS OF TEST o

LINE NO. €F | RATE OF FLOW TOTAL GU-F % OF , CORRECTED % (JF
GALS, GPM. GALS. ACCURACY ACCURACY

. ; )

Ve RA 9.8 98° % i
2 | o | 0.} o’ %
O
3 OO 1S 102° | 102° 7,
Tt 02 6f 1137

sovne__ NPl
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10/4/2018 1131 am
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Data Log Event.  2583409:

MasterLink Data Collection System

Data Log Report
From: 4/17/2018 (11:03) To: 10/4/2018 {11:03)
Address: 4626 EVENING SHADOW
Customer: SUSAN WAHL
MeterSN: 7938646 Electranic ID: 16766180
Peak Consumption: 3820 Occurred 7/22/2018 (11:03)

3500

3000 7

2500 +

2000 v+

Usage

1500 1

1000 1

$
3,
¥

s500 -1 T

NENSESESENE SNSRI «" AT TN St NENESENSENS
09\“’ \"‘S{%\?\t {@'&@6@ (9'%9'3’ @'3’ \"9@ {‘9’3‘ Q\‘:}r&'@’ P & B \z&\“’ 63’ Q¥ »‘3’{»&5\ \%("
SIS S S I o P o e

Date & Time Reading Usage
10/4/2018 11.03 146080 10
10/3/2018 1103 146070 20
10/2/2018 1103 146050 10
10/1/2018 11.03 146040 70
9/30/2018 1103 145870 10
9/29/2018 1103 145860 30
9/28/2018 1103 1458030 10
912712018 11.03 145920 20
9/26/2018 11.03 145900 60
9/25/2018 1103 145840 20
9/24/2018 1103 145820 20
9/23/2018 1103 145800 60
972212018 11:03 145740 30
9212018 11.03 145710 10
9/20/2018 11:03 145700 10
9/19/2018 1103 145680 30
9/18/2018 1103 145660 10
g/17/2018 1103 145650 50
9/16/2018 1103 145600 20
9/15/2018 1103 145580 20
3/14/2018 1103 145580 10
9/13/2018 4103 - 148550 3280
9/12/2018 1103 142270 3250
9/11/2018 1103 138020 30
9/10i2018 11:03 138980 40
9/9/2018 1103 138850 60
9/8/2018 11:03 138890 10
OI7/2018 11.03 1388B0 20
9/6/2018 11-03 128860 3290

Page 1 of 7
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10/4/2018

Data Log Evenf: 2583409

11:31 am

Address: 4626 EVENING SHADOW
Customer: SUSAN WAHL

Data Log Report
From: 4/17/2018 (11:03) To: 10/4/2018 (11:03)

MasterLink Data Collection System

MeterSN: 7938646 Electronic ID: 16766180

Peak Consumptlon: 3820 Occurred 7/22/2018 (11:03)

Date & Time
9/5/2018 11:.03

9/4/2018 11.03
9/3/2018 11:03
9/2/2018 11.03
9/1/2018 1103
8/31/2018 11:03
8/30/2018 11:03
8/28/2018 11.03
8/28/2018 1103
8/27/2018 11.03
8/26/2018 11:03
8/256/2018 11:03
8/24/2018 11.03
8/23/2018 11:03
8/22/2018 11:03
812112018 11:03
8/20/2018 11:03
8/19/2018 11 03
8/18/2018 11:03
8/17/2018 11:03
8/16/2018 11:03
8/15/2018 11.03
8/14/2018 11:03
8/13/2018 11.03
8/12/2018 11.03
8/11/2018 11.03
8/10/2018 11.03
8/9/2018 11:03
8/8/2018 11:03
8/7/2018 11:.03

Page 2 of 7

Reading
135570

132240
132200
132190
131400
128030
128000
124680
121060
121040
121000
117670
114330
114300
110960
107250
107220
107120
103760
100410
100370
97080
83790
93730
93680
90320
86970
86650
83370
80010

Usage
3330

40
10
790
3370
30
3320
3620
20
40
3330
3340
30
3340
3710
30
100
3360
3350
40
3290
3290
60
50
3360
3350
320
3280
3360
40
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Méﬁ%ﬁg MasterLink Data Collection System

10/4/2018  11:37 am Data Log Report Page 3 of 7
From: 4/17/2018 (11:03) To: 10/4/2018 (11:03)

Address: 4626 EVENING SHADOW
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 1103 79920 3330
8/4/2018 1103 76590 3570
8/3/2018 11.03 73020 20
8/2/2018 1103 73000 3280
8/1/2018 11:03 69720 3340
7/31/2018 11.03 66380 330
7i30/2018 11:03 66050 660
7/29/2018 11:03 85390 3780
7i28/2018 11.03 61610 3430
7/27/2018 11:.03 58180 750
712612018 11:03 57430 730
772512018 1103 56700 760
712472018 1103 55940 2030
7/23/2018 1103 53910 1600
712212018 1103 52310 3820
7/2112018 11.03 48490 390
7120/2018 11.03 48100 300
71972018 1103 47300 280
7/18/2018 1103 47020 40
71712018 1103 46980 20
71162018 11.03 45960 60
771562018 11.03 45900 870
711472018 1103 46030 920
7/13/2018 1103 45110 10
7/12i2018 1103 45100 30
71172018 11:03 A5070 40
111012018 1103 45030 30
7/912018 1103 45000 70
/812018 1103 44830 1020
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3 Eg MasterLink Data Collection System

$¥s
10/4/2018 11:31 am Data Log Report Page 50f 7
From: 4/17/2018 (11:03) To: 10/4/2018 (11:03)
Address: 4626 EVENING SHADOW
Customer: SUSAN WAHL
MeterSN: 7938646 Electronic ID: 16766180

Peak Consurmption: 3820 Occurred 7/22/2018 {11:03)

Data Log Event: 2583409
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Date & Time Reading Usage
6/7/2018 11:03 33040 560
6/6/2018 1103 32480 30
6/5/2018 11.03 32450 120
6/4/2018 1103 32330 700
6/3/2018 1103 31630 860
6/2/2018 11:03 30770 860
6/1/2018 1103 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
52712018 11:03 28360 980
5/2672018 11°03 27380 830
5/25/2018 11:03 26490 10
512412018 11.03 26480 20
5/23/2018 11:03 264860 70
512212018 1103 26390 20
512112018 11:.03 26370 30
51202018 11:03 26340 1330
5/19/2018 1103 25010 850
5/18/2018 11.03 24160 60
511712018 11:03 24100 20
5/16/2018 11.03 24080 20
5/15/2018 11.03 24080 20
5114/2018 1103 24040 40
511372018 11:03 24000 1530
51122018 1103 22470 860
511172018 11.03 21610 20
5110/2098 1103 21590 30
51912018 1103 21560 80
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m&%ﬁg MasterLink Data Collection System

Data Log Report Page 6 of 7
From: 4/17/2018 (11:03) To: 10/4/2018 (11:03)
Address: 4626 EVENING SHADOW
Customer: SUSAN WAHL
MeterSN: 7938646 Electronic ID: 16766180
Peak Consumption: 3820 Occurred 7/22/2018 (11:03}

10/4/2018 11:31 am

Data Log Event: 2583409
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,19 PR
R
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
5/412018 1103 19410 20
5/3/2018 1103 18390 20
5/2/2018 11:03 18370 30
5/1/12018 11:03 19340 20
4/30/2018 11:03 18320 110
4/29/2018 11:03 19210 890
4/28/2018 11.03 18320 860
4272018 11:03 17460 30
4/26/2018 11.03 17430 20
4/25/2018 11:03 17410 80
4/24/2018 1103 17350 30
4/23/2018 11:03 17320 490
4/22/2018 1103 16830 850
4/21/2018 1103 15980 B70
4/20/2618 11.03 15110 40
4/19/2018 1103 15070 600
4/182018 11:03 14470 30
4/17/2018 1103 14440 0
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EER
TYSTEWS
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)
Address: 4626 EVENING SHADOW
Customer: SUSAN WAHL
MeterSN: 7938646 Electronic ID: 16766180
Peak Consumption: 3820 Occurred 7/22/2018 (11:03)

Page 4 of 7
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_Dato & Time _ Readng  Usage

71712018 1103 43910 910

7/612018 11.03 43000 20

7/5/2018 11:03 42980 40

71412018 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 290

6/268/2018 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 396510 1000

6/23/2018 11:03 38610 880

6/22/2018 11:03 37730 30

6/21/2018 11.03 37700 20

62072018 1103 37680 20

6/19/2018 11°03 37660 10

6/18/2018 11:03 37650 450

6/17/2018 1103 37200 860

6/16/2018 11:03 36340 870

6/15/2018 1103 35470 0

6/14/2018 1103 35470 10

6/13/2018 11:03 35460 270

6/12/2018 11°03 35190 280

B/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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'A/'\'/A\‘QM’«LM MasterLink Data Collection System

10/4/2018 11:31 am Data Log Report Page 50f 7
From: 4/17/2018 (11:03) To: 10/4/2018 (11:03)

Address: 4626 EVENING SHADOW
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
6/7/2018 11:03 33040 560
6162018 11:03 32480 a0
6/5/2018 11:03 32450 120
6/4/2018 1103 32330 700
6/3/2018 1103 31630 860
6/2/2018 11:03 30770 860
6/1/2018 1103 29910 10
5/31/2018 1103 29900 500
5/30/2018 11:.03 29400 440
5/20/2018 11:03 28960 60
5/28/2018 11:03 28900 540
5127/2018 11:03 28380 980
5/26/2018 1103 27380 890
5/25/2018 11:03 26490 10
5/24/2018 11.03 26480 20
5/23/2018 1103 264860 70
5/22/2018 11:03 26390 20
5/21/2018 11.03 26370 30
5/20/2018 11.03 26340 1330
5/19/2G18 11:03 25010 850
5/18/2018 11,03 241860 60
5/17/2018 11.03 24100 20
5/16/2018 1103 24080 20
5/15/2018 1103 24060 20
5/14/2018 11:03 24040 40
5/13/2018 11.03 24000 1830
51122018 1103 22470 860
5/11/2018 1103 21610 20
5/10/2018 11.03 21580 30
5/8/2018 1103 21860 80
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10/4/2018 11:31 am

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

Data Log Event 2583409,

Addrass: 4626 EVENING SHADOW
Customer: SUSAN WAHL

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

woo T T

800

600

Usage

400

200

MasterLink Data Collection System

Data Log Report

Page 6 of 7

Date & Time
5/8/2018 11.03
5/7/2018 11.03
5/6/2018 11.03
5/5/2018 11.03
5/4/2018 11:03
5/3/2018 11:03
5/2/2018 11:03
5/1/2018 11:03
4/30/2018 11:03
4/29/2018 11:03
4/28/2018 11:03
4/27/2018 11:03
4/26/2018 11:03
4/25/2018 14.03
4/24/2018 1103
412312018 11.03
4/22/2018 11.03
4/21/2018 11.03
4/2012018 11:03
4/19/2018 14:03
4/18/2018 11.03
4417/2018 11.03

&

S S
{Lb-

NN

Reading
21480

21460
21310
20360
19410
19390
18370
19340
18320
19210
18320
17460
17430
17410
17350
17320
16830
15980
15110
15070
14470
14440

2
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Usage
20

150
950
950
20
20
30
20
110
890
860
30
20
60
30
490
850
870
40
800
30
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10/4/2018 14:31 am

Data Log Event:

2583408

MasterLink Data Collection System

Data Log Report Page 7 of 7
From: 4/17/2018 (11:03) To: 10/4/2018 (11:03)
Address: 4626 EVENING SHADOW
Customer: SUSAN WAHL
MeterSN: 7938646 Electronic 1D: 16766180
Peak Consumption: 3820 Occurred 7/22/2018 (11:03)

Number of Readings For This Data Log: 1/1
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
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. Waht 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 concluded the meter is accurately reading the usage. Three flow test utilizing
10 galions 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. Wah! with as much information
needed so she can be confident in knowing she is receiving qualty, 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,

Sy

Charles W. Profilet, Ir.,
Managing Director, Texas Utnlities 102 of 113



Water
Services, Inc.
A SouthWast 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 bliled excessively since the
meter changed to a “Smart Meter.” Qur 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 Notlce 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 bllling.

Our records further indicate that your account was established on May 18, 2007, for water
service, within the Cak 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 biiled for 52 kgals usage.

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

« 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,

» 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 18% - we recelved 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.

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

+ 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 mcter 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 Fleld Operattons. A check of our records reflect that there was a main line
teak repalr and flushing within the Oak Village Narth area, the strecet affected was Fagle
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 hill 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 wha cannot pay an
outstanding bill in full but are willing to pay the balance in reascnable installments. Should
you feel that one is necessary, please contact us.

Some helpful water conservation tips include:

« Check household faucets for leaks, A faucet with even a siow 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,

» Repalr 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.)

» Water your lawh In the evening or In the early morning to avold 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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SouthWest ==
Water Company ’

Guatomar Service
866.654.3WWG (7902}

Notlce af Upcoming Routine Maintenance/Register Upgrades

Our Automatic Meter Reader (AMR) system installed in 2011 overall helps us save labor time, prevent recording
errors, and allows us to document leaks through usage data collectlon. To ensure you are recelving the best
quality service, we will be conducting routine maintenance on the meter at your residence. This nolice is to alert
you tachnlclans will he stopplng by your meter in the upcoming weeks to upgrada the registers of your meter.

Please do not ba alarmed If a technician Is near your property. You do not need to be home during our vislt. Our
crews will be conducting the changes throughout the day during normal business hours.

The register Is an essentlal part of your meter that helps us to accurately and promptly read your usage. AMR
technology is what enables the registers to send an electronic signal to software each month allowing for melers
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 ease of gathering reads and collecting 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 update, pleasa contact Customer Care at 866.654.7892 Monday - Friday
from 8:30 a.m. to 5 p.m. or by emall at TXcustomercare@swwe.com,

Plcase print onfy new address information balaw and check the appropriate box on ha reverse slide. Thaak yott,

Address Change{s)
Malling address onfy

Nems
Address™

Cly’

Bte” T © O T Zip€ede T

| SRS SE— e e e
Phone Nusnbor E-mall Address

Customer Accounl Number T T

Return (o remll address on reverss uf voupon. Make sure remit sddress on raverse
ahowa through window of supplied onvelops,
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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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13.08.003 Complaints

(a) Availability. Any affected person may complain to the City in writing setting forth
any act or thing done or omitted to be done by any person pertaining to water or wastewater
rates, services, or operations under the jurisdiction of the City in violation or in claimed
violation of any order, ordinance, rule, regulation, or law of the City or of the Commission
over which the City has jurisdiction.

(b) Contents of Complaint. All complaints submitted under these Procedures must be
submitted to the City in writing either by hand delivery, United States Postal Service, or
via the City’s online portal for such complaints, if any. The complainant must send a copy
of the complaint to the respondent on the same date that the complaint is filed with the
City. No complaint shall be considered received by the City unless and until the City
receives the information specified in this subsection. All complaints submitted under these
Procedures must contain the following information:

¢ the name, address, telephone number, and email address, if available, of the
complainant or complainants and of the complainant’s representative, if
any;

(2) the name, address, telephone number, and email address of the respondent
and the account number, or similar identifying information, of the
complainant maintained by the respondent, if any;

3) a description of the facts that gave rise to the complaint;

“) a statement of the relief that the complainant is seeking;

(5) all documentation or information supporting complainant’s request for
relief;

6) copies of all correspondence between complainant and the respondent; and

@) a statement that a copy of the complaint has been provided to the
respondent.
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©

(d)

Informal Complaints.

)

2

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)(1).
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13.07.004

Formal Complaint Procedures

The following procedures apply to a formal complaint filed with the City:

(a)

(b)

(c)

(d

Notice. Following receipt of a formal complaint, the City will notify the
complainant and the respondent that the City has received the formal complaint and
state whether or not the City will consider the complaint.

Declining to Consider. Notwithstanding anything to the contrary, if the notice states
that the City will not consider the complaint, no further action will be taken or is
necessary under these Procedures, and the complainant may file the complaint with
the Commission pursuant to 16 TAC § 22.242(e)(1)(A)(i).

Response. Within 30 days of the date that the notice is delivered to respondent,
respondent shall file a response to the complaint. If the respondent desires a hearing
before the City Council, respondent must request such hearing in its response. If
the respondent does not desire a hearing, then the response shall 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.

Hearing Procedures. If the respondent requests a hearing, then the City shall docket
the hearing. The City shall provide the complainant and respondent with notice of
the hearing date. The notice shall include a copy of these Procedures as well as a

schedule governing the submittal of written testimony, conducting discovery, the
hearing location and time, and any other matter pertaining to the complaint. Prior
to sending the notice, the City may conduct a pre-hearing conference with the
parties to determine the schedule and other matters to be contained in the schedule.
The procedures applicable to the hearing under this subsection are as follows:

(1) Written Testimony. The parties shall submit written testimony to the City
setting forth all issues of law and fact that supports the parties’ cases. The
City Council will consider all evidence and testimony that is useful in
determining any matter.

2) Discovery. The parties to the hearing may obtain information from each
other through written requests for information, which include requests for
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€)

(4)

©)

(6)

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)(i1).
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(e) Method of Submittal. All written testimony, correspondence, or other information
required to be provided to the City shall be submitted via hand delivery, certified
mail, return receipt requested, or via such other method specified in the notice. A
copy of all written testimony, correspondence, or other information submitted to
the City by a party as part of a formal complaint shall be provided to any other party
concurrently with the filing of same with the City and in the same manner as
submitted to the City.

13.08.005 Continuation of Service

In any case in which a formal complaint has been filed and an allegation is made that a person is
threatening to discontinue a utility customer’s service, the presiding officer may, after notice and
opportunity for hearing, issue requiring the person to provide service during the processing of the
complaint. The presiding officer may issue such an order for good cause, on such terms as may be
reasonable to preserve the rights of the parties during the processing of the complaint.

13.08.006 Authority

The City shall have the same authority to issue subpoenas, compel compliance with these
Procedures, and otherwise enforce these Procedures that the Commission has to enforce the
Commission rules and other laws.

13.08.007 Notice

(a) City notices. All notices and other correspondence from the City under this Article shall be
made via U.S. mail or via email to the email address provided by the parties. For notice or
correspondence sent by email, such notice or correspondence shall be deemed sent and received
on the date that the City sends such email. For notice or correspondence sent by physical mail,
such notice or correspondence shall be deemed to have been received on the third day after the
deposit of such notice or correspondence with the United States Postal Service properly addressed
and with proper postage.

(b) Party notices. All notices, information, or other correspondence to be sent by a complainant
or respondent shall be provided to the City via hand delivery or via certified mail, return receipt
requested to City of Bulverde, attn: City Manager, 30360 Cougar Bend, Bulverde, Texas 78163,
or such other address as may be designated by the City Manager from time to time and as reflected
in the information provided by the City. Such notices or correspondence shall be deemed received
by the City on the date of actual receipt. The City may provide alternate methods of providing
notice, information, or other correspondence from time to time.
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