IX. QUALITY OF SERVICE



IFRIX.1

Pennsylvania-American Water Company

Coatesville Wastewater Operations

Data Requirements of the Pennsylvania Public Utility Commission
For Pertod of January 1, 2009 to December 31, 2009

FRIX.1

Pennsylvania-American Water Company — Coatesville Wastewater Plant

IX. Quality of Service

1.

Indicate whether the Company is in violation of any provision of the
Pennsylvania Safe Drinking Water Act (SDWA) or any rule, regulation or
order, or any condition of any permit, variance or exemption granted by
the Pennsylvania Department of Environmental Protection (PA-DEP), or
its predecessor.

RESPONSE: The SDWA regulates drinking water supplies and has no
references to wastewater. The Coatesville wastewater operations fall
under the regulatory requirements of the Clean Water Act and the Clean
Streams Law.

A Notice of Violation was received on November 30, 2009, from the
Pennsylvania Department of Environmental Protection for late reporting
of Discharge Monitoring Reports.  To ensure that DMRs would be
received in a timely fashion for the future, the system joined the e-DMR
network. Data for compliance with our DMR is now submitted
electronically to the DEP, eliminating the time lag with regular mail
service.

Provide information indicating whether the Company is in compliance
with SDWA provisions at 25 Pa. Code, §109.407 regarding general public
notification requirements.

(i)  Provide a copy of each public notification given in accordance
with this section, since the last rate proceeding,

RESPONSE: The Coatesville wastewater plant is not
covered under the Safe Drinking Water Act. This question is
not applicable.

(i) Provide a detailed explanation of all actions taken to
remedy an acute violation, and/or to comply with the
requirements prescribed by a variance or exemption.

RESPONSE: The Coatesville wastewater plant is not covered
under the Safe Drinking Water Act. This question is not
applicable.



(iif)

(1)

(i)

(iii)

FRIX.!

State whether any fines or penalties were assessed by PA-
DEP, and indicate the amounts paid by the Company.

RESPONSE: The Coatesville wastewater plant is not
covered under the Safe Drinking Water Act. This question is
not applicable.

Provide the most recent copies of all annual consumer
confidence reports issued pursuant to SDWA Amendments of
1996 since the last rate proceeding.

RESPONSE: A consumer confidence report is not issued for
the Coatesville wastewater operation and is not required by
any environmental statute.

Provide any annual consumer confidence reports which reflect
violations of state and Federal drinking water requirements.

RESPONSE: Not Applicable.
Explain how these violations were resolved.

RESPONSE: Not Applicable.



FRIX.2

Pennsylvania-American Water Company

Coatesville Wastewater Operations

Data Requirements of the Pennsylvania Public Utility Commission
Quality of Service Operating Pressure Standards

FRIX.2

Pennsylvania-American Water Company
Coatesville Wastewater Operations

IX., Ouality of Service

2.

Answer:

Indicate whether the Company is in compliance with 52 Pa. Code, §
65.6(a) regarding normal operating pressure standards, with 52 Pa. Code,
§ 65.6 (d) regarding pressure surveys at regular intervals.

Provide details on any water pressure problems, lasting longer than
five days, which had occurred since the last rate proceeding in any
part of the water transmission and distribution system.

Describe any action taken on a temporary basis, and the long term
solutions developed to address any water pressure problems.

Not applicable to operations of a sewer system.



FR1X.3

Pennsylvania-American Water Company

Coatesville Wastewater Operations

Data Requirements of the Pennsylvania Public Utility Commission
Quality of Service Interruptions

FRIX.3
Pennsylvania-American Water Company
Coatesville Wastewater Operations

IX. Quality of Service

3. Provide support to demonstrate that water or wastewater service is being
furnished on a continuous basis by supplying a summary of the
Company’s records of each service interruption greater than 24 hours
since the last rate proceeding.

Answer: The Coatesville sewer system has not experienced any service
interruptions greater than 24 hours.



FRIX .4

Pennsylvania-American Water Company

Coatesville Wastewater Operations

Data Requirements of the Pennsylvania Public Utility Commission
Quality of Service Customer Complaints

FRIX.4

Pennsylvania-American Water Company
Coatesville Wastewater Operations
IX. Quality of Service

4. Provide a discussion of the Company's policy, or provide a copy of the
policy if in written form, on tracking and responding to customer
complaints.

a.  Provide a summary report demonstrating the Company's compliance
with 52 Pa. Code, §65.3 regarding the full and prompt investigation
of service or facility complaints and the record keeping requirements
of such complaints.

Answer: Please see attached.

a. Please see attached.



Pennsylvania Escalations Process

Introduction

The Pennsylvania Public Utility Commission has set specific guidelines for AW to resolve
any customer dispute within 30 days from the creation of the original contact lo verbal
customer satisfaction or issuance of a UTLRPT Utility Company Report.

Objectives
After compileting this training session, you will be able to complete the following objectives;
. Identify a customer’s issue.
. Resolve the issue, if possible.
. Determine if the unresolved issue is a dispute.
. Escalate the dispute, if you cannot resolve it.
. Recognize special circumsiances that are not disputes, or that are handled by
local field operations personnel.
. identify the difference belween salisfaction of information provided and
satisfaction with the resolution to an issue.
. Properily document the originai contact and initiate the 30 day process.
. Properly research accounts for an existing/ongoing dispute
Key Terms
« UTLRPT {Utility Company ¢ ART (Account Resolution Team)
Report)
+ Floor Supervisor » PA Escalations Bucket,
PAGRPESCAL
* Issue +« Dispute
Pennsylvania Escalation Process 1
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Pennsylvania Escalation Process

What is a Dispute? - Pennsylvania Regulations

Dispute: A grievance of an applicant, ratepayer or occupant about a utility's application of a
provision covered in this chapter, including subjects such as credit determinations, deposit
requirements, the accuracy of meter readings or bilt amounts, or the proper party to be
charged. If, at the conclusion of an initial contact or, when applicable, a follow-up response,
the applicant, ratepayer or cccupant indicates satisfaction with the resulting resolution or
explanation, the contact will not be considered a dispute.

So, with that said;

The Pennsylvania Public Utility Commission regulations considers any contact made
between American Water and its customers to be a dispute if; at the conclusion of a call, a
Pennsylvania customer has not indicated satisfaction about the issue in question. Once a
dispule is identified, we have 30 days to either obtain verbal satisfaction from the customer
or send the customer a letter called a "Utility Company Report®, see page 10 for an example
letter.

In order for us to resolve issues within the timeframe allowed by the Pennsylvania
Regulations we have outlined a process that will enable CSR's to successfully handie any
situation that may arise. The following points have been identified to guide CSR's in
determining the best course of action based upon the issue presented by the customer:

Identify the issue that the customer has raised.
Resolve the customer's issue so that no dispute exists.
Identify special circumstances — ATP or Local Operations issues.

hall A

Follow up on unresolved issues that become disputes.
. Transfer contacts to the PA Escalations Bucket, PAGRPESCAL.
. Place holds on accounts

. Issue service orders when appropriate.

2 Pennsylvania Escalations Process
4772009



Pennsylvania Escalations Process

1. ldentify the issue

In order for us to resolve an issue, we must first completely understand what the issue is.
An issue is a concern raised by a customer that can be addressed by taking an action. If a
customer raises a concern that cannot be addressed by taking an action, it is not an issue.

This may not be as simple as it sounds. For example, a customer may want verification that
their account has been closed, but is upset because they could not get this information on a
previous call. The issue is, has the account been closed? The issue isn't that the
customer is upset that they could not get this information on a previous call.

Some examples of issues;

Situation The Issue NOT The Issue
A customer is contacting the PUC The customer does | A customer is
because he does not agree with the DSIC | nol understand the | contacting the PUC.
service charge on his water bill. DSIC service charge

on his water bill,

A customer is contacting her state A customer's meter | A customer is

legislator because her meter was misread | was misread, contacting her state

and the misread resulted in a high bill. resulting in a high legislator because of
bitl, a high bill.

A customer calls because she notices a A leak on the inlet The main break last
leak on the inlet coupling of the meter. coupling of the monih,

She stated that last month, a mainbreak meter.
near her home resulted in interruption of
her water service for six hours,

2. Resolve the customer’s issue so that no dispute exists

Most customer contacts do not result in a dispute. Not all issues are disputes, and not all
issues have fo be handied as disputes. For example, if a customer calls to start service on
Monday but the first available appointment isn't unlil Wednesday, the customer may not be
happy about having to wail, However, after your explanation of our service order
availability, the customer understands and is willing to wait for the appointment. In this
case, there is no dispute.

Any issue that you resolve with the customer over the phone, and that customer expresses
satisfaction with the resolution of their issue, is not considered to be a dispute. Your
cusiomer service skills may be all that is required. Remember that a conversation can go
both ways. What you say and how you say it has a very strong influence on the customer's
experience. The explanation of a process may at first not be what the customer wants to
hear, however after further discussion, the customer fully understands our position and/or
policy and it begins to make sense to him/her. Only when the customer does not express
satisfaction with the resoiution of the issue, or the ouicome of their contact with you, is there
a dispute.

Note: If possible, we always want to resolve the customer’s issue on the first contact.

Pennsylvania Escalation Process 3
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Pennsylvania Escalation Process

Below are some common examples of issues that CSR’s routinely resolve on the first
contact:

« A customer needed an extra day to pay their bill, and the bill is not overdue at
this time. The customer is concerned about getting charged a late fee. You
realize that this is an ATP situation. To avoid the late fee and follow proper
ATP procedures, you update ATP and create a payment arrangement for the
customer based on ATP guidelines.

e A customer didn't understand the DSIC service charge on their bill. After the
explanation the customer was satisfied.

e A customer calls to report water running in the street that is damaging the customer’s
property. You create an Emergency service order, and inform the customer thal a
field representative will follow up shortly.

+ A customer calls to complain about a high bill. After asking probing questions, the
customer realizes that they put new grass in their yard and the additional watering
over the previous billing period caused the high bill. The customer understands why
the bill is high, and is satisfied.

Keep in mind that all of these examples are not disputes only if the customer has expressed
satisfaction that we have effectively addressed their issue. If the customer is not satisfied
with the resolution of their issue, any of the above examples would become & dispute.

At the end of the call, we are required fo ask, “Are you satisfied with the information
provided during this call?” We will continue to ask this question, because it is important
to document the customer's satisfaction (or lack thereof) in U/C Comments. However,
when dealing with a potential dispute, it is very important that we determine and document
if the cuslomer is satisfied with the resolution of the issue. This is not the same as being
satisfied with the information thal we have provided over the phone. For example, the
customer can be very satisfied with the way that you have treated them, but they can be
dissatisfied with the resolution of the issue they have raised. In this case, we have a
dispute.

When completing a call that involves a potential dispute, ask, “Are you satisfied
with the information provided and actions taken to resoclve your issue?” If the
answer to the question is "Yes”, and no further foilow up work is required to satisfy
the customer, or no further information is required to be provided to the customer,
the Utility Contact should be closed and the UCAC comment should read, "Customer
satisfied with resolution of the issue.”

4 Pennsyilvania Escalations Process
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Pennsylvania Escalations Process

3. Special Circumstances — Unresolved Issues that are not
disputes or are resolved by field personnel

ATP - Chapter 14/56 Guidelines

Some issues are not within the scope of the PA Disputes regulations, and are therefore not
disputes. If a customer's issue falls under the ATP guidelines, he cannot dispute the
process. For example, a customer who has been turned off for nonpayment is upset that
their water servige is not restored until the day after they paid. This is not a dispute because
PA collections regulations allow at least 24 hours for AW to restore service after a payment
is made.

Other examples of ATP issues that are not disputes:

« A customer cannot afford to pay the amount needed to stop termination,
ircluding the catch up amount

» A customer complains about being required to pay the full balance of their hill after
they have been shut off for nonpayment.

s A customer is set up on a payment agreement through the ATP process.
s A customer insists on a payment arrangement longer than 5 years.

¢ A customer wants a new payment agreement when there is no change in income or
circumstance.

+ A customer refuses to provide Ability to Pay information

Local Field Operations Issues

Loss Control issues, Restoration issues, Water Quality complaints and inquiries, and Low
Pressure issues should continue to be handled using the current processes. For example,
when customers call with loss control issues, we generate a utility contact and transfer it to
the appropriate contact bucket for local follow-up. When the local field operations group
receives these contaclts they take appropriate actions to resolve the issue {o the customer's
satisfaction.

When a customer calls regarding follow-up of an existing problem that was supposed to
be handled by Local Operations, please forward a contact to the PA Escalations Bucket,
PAGRPESCAL. The PA Escalations group will follow-up as necessary.

Field issues that can become disputes include:
+ NSI
+ Loss Control issues
s Restoration Issues
+  Water quality complaints and inquiries

+ Low pressure issues where local actions must be taken

Pennsylvania Escalation Process 5
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Pennsylvania Escalation Process

4. Follow up on unresolved issues that have become disputes

Instances will arise in which, despite your efforts, a customer is not satisfied with the action
you have taken to resolve their issue. In other instances, follow-up work is required in order
to resolve the issue. These are the types of issues that become disputes. For example, a
customer wants a late fee removed and has an excellent payment history. You are reguired
to forward his request to the PA Escalations Bucket, PAGRPESCAL for credit. This
situation is an unresolved issue and therefore a dispute because the C8R is not able to
resoive the issue at the end of the call.

Additionally, there may be instances in which you as a CSR can not promise or guarantee
that the desired results will be taken. For example a customer requests a late fee be
removed but has a poor payment history. You suspect that the PA Escalation Team will not
grant the request, but the customer has insisted that this requesl be escalated.

Below are some other common examples of issues that CSR's are not able to routinely
resclve on the first contact:

» A customer wants a bill adjustment due to a repaired leak.

« A customer calls to start service on Monday but the first available
appointment isn't until Wednesday. After hearing the CSR's explanation of
service availability, the customer is still not satisfied with having to wait.

e After your explanation, the customer still does not understand a specific
charge on their bill.

e A customer has a high bill, and does not want 1o pay it until the source of the high bill
is understood and resolved.

« A customer is unwilling to pay her bill because the latest meter reading was
estimated. Regardless if the estimate is scheduled or not,

+ A customer requests us to waive misc. charges.

+ A customer is calling to find out the results of a previous service order. The service
order was cancelled or rescheduled with no customer notification and problem still
exists.

In many of these instances, the customer will be satisfied with the actions we are taking to
resoive the issue, but they are not yet satisfied with the resolution of the issue. These
instances are disputes.

For example, a customer may be very happy that their issue is being referred to another
department to consider an adjustment. They may tell you how helpful you have been, and
how satisfied they are with the service you have provided today.

At this point, however, the customer does not know if an adjustment will be made, or the
amount of the potential adjustment. If the customer does not get an adjustment, or if the
amount of the adjustment is lower than the customer expected, the customer will not be

satisfied with the resolution of their issue, which means that this issue is a dispute,

When a dispute exists at the end of your conversation with the customer, do the following:

6 Pennsylvania Escatations Process
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Pennsylvania Escalations Process

1. Forward the contact {o the PA Escalations Bucket, PAGRPESCAL
2. if required, issue a service order to resolve the customer's issue
3. if a bill or payment is in dispute, place the account on a 30 day hold

Once an issue has become a dispute, we have 30 days to altemp! {o resolve the issue to
the customer's satisfaction. As CSR's, our objective is to identify disputes and forward them
to the PA Escalations bucket. Other groups then follow up on each of these issues to reach
resolution within 30 days.

Specific Example Circumstances

1. Prior to issuance of a Utility Company Report, UTLRPT

In the case where a customer is concerned about a high bill, we ask all of the probing
questions as usual to determine if the customer has a reason for the high usage or if the
customer notices a leak. If the answers to the probing questions indicate that the high
usage cannot be explained, we attempt to gain custormner satisfaction by sending the
cusiomer a leak detection kit. if the customer is not willing to accept the leak kit, the issue
has hecome a dispute. In this case, issue a HILOW service order indicating that the
customer refused the leak kit and place a 30 day hold on the account. A HILOW utility
contact should be created and then closed. A contact does not have to be transferred to the
PAGRPESCAL bucket in this case, because the Account Resolution Team has the
responsibility to follow up on all HILOW service orders, and will attempt to resolve the
customer's issue.

if the customer has already received a leak detection kit, and still has a high bill concern,
issue a HILOW service order, document pertinent facts, and place a 30 day hold on the
account. Also create and close a HILOW utility contact. Again, a contact does not have to
be transferred to the PAGRPESCAL bucket in this case, because the Account Resolution
Team has the responsibility to follow up on all HILOW service orders, and will altempt to
resolve the customer's issue.

In the case where a customer refuses to pay a bill because the latest read has been
estimated, and the meter is read monthly, under the appropriate circumstances, issue an
EST service order. Additionally, you will need to forward the contact to the PA Escalations
bucket, PAGRPESCAL.

If & customer is instructed to fax or mail in receipts to billing for an adjustment request due
a leak, DO NOT forward a contact to the PA Escalation Team. When the Billing Department
receives the fax, they will make a determination based upon the documentation and inform
the PA Escalation Team of the results. The PA Escalation Team will send a UTLRPT to the
customer explaining the company's decision.

1a. Open Contacts

if an existing contact is already open for the customer’s issue (the customer is calling for an
update), review the existing contact for any information left by a member of the PA
Escalation Team to determine your next actions.

You may only have lo relay information and gain satisfaction from the customer and close
the contact or you may be instructed to transfer the call. If transferring the call, use the
warm transfer method,

Pennsylvania Escalation Process 7
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Note: Never give out any extension numbers

If no amplifying notes are left in the open contact, inform the customer thal the issue is being
addressed, and that they should be receiving a response shortly. Create a new CFLWP
U/C contact, document the call, and close the contact.

2. After a Utility Company Report UTLRPT was sent regarding same issue

At the beginning of the call, if a Utility Company Report has already been sent to the
customer regarding the issue, determine if any circumstances have changed, or if new
circumstances have recently occurred, I this is the case, create a new utility contact,
provide appropriate documentation, and transfer the contact to the PAGRPESCAL bucket.

If circumstances have not changed, inform the customer to follow the instructions outlined at
the bottom of the Utility Company Report. Do not forward another contact to the PA
Escalations Bucket.

Al the end of a call, if a customer expressed verbal satisfaction with the resolution of the
issue, the customer may still request written documentation regarding the decision or results
of his issues. In this situation, create a CFLWP contact type, note that the customer wants
written documentation, and send the contact to the PA Escaiations Bucket with the
customer's request.

Documentation

It can not be stressed enough that proper documentation is vital both in Utility Comments
and in Service Order Comments. [t is very important that comments can be clearly
understood by anyone reviewing the account. When writing, you usually know what you
want to say, however it may not be the same as what you put in your comments. Try and
review your comments as if you were reading them for the first time. This may help to
ensure that what you wrote is what you meant. In addition, it is important that we clearly
document that the cusiomer is satisfied with the resolution of their issue, (if this is the case).

Remember, this information becomes part of the permanent record for that account and
serves to let the next person who assists this customer get a brief overview of your
interaction.

Proper documentation is vital especially in circumstances where customers file a PUC
complaint. During PUC legal proceedings, this documentation is used to determine if AW
followed procedures correctly in addition to ensuring that the customer was given enough
information to make an informed decision regarding his issue.

In all instances, please remember o include all required information and any expectations
you have communicated to the custorner. Also please be sure to provide enough
information so that the person following up can easily understand what additional activities
will be required to resolve the customer's issue. For example "Customer states they will be
satisfied if (amount of adjustment) is granted.”

Note: When a customer calls regarding an issue that is covered in an open
PUC contact, it indicates that the PUC is investigating the account on
this Issue. The compliance department In Pennsylvania is handling this
matter. Explain to the customer the PUC should contact them regarding

8 Pennsylvania Escalations Process
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this specific situation. You may help the customer with any other issues
that do not pertain to the open PUC contact.

Utility Company Report - UTLRPT

Whenever a customer initiates a dispute, we have 30 days to either satisfy the customer's
concerns or send the customer a Utllity Company Report. This report, (LGS letter), gives
closure to the customer's issue and satisfies AW's requirements according to the

Pennsylvania Regulations.

The Utility Company Report is generated by either the ART Team, (Account Resolution
Team) or the PA Escalations Group. It is written on company letterhead that outlines the

following:
* The customer's complaint
o AW findings
¢+  AW's position
¢ Information to the customer regarding the dispute

Since no two issues are identical, each Utility Company Report is unique in its composition.

Utility Company Reporls are issued:

1. In situations where a customer does not verbally indicate satisfaction and satisfaction
will not be reached per AW guidelines, policy, or procedures. The letter is sent within
30 days from the initial contact regarding the dispute.

2. In situations where a customer expresses verbal satisfaction with the resolution of
the issue, but would like written documentation regarding the decision or results of
the issue.

Please see an example of a Utility Company Report template on the next page.

Pennsylvania Escalation Process
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(Company Full Name)

(Company Addresy 1), (Company Addiess 2), {Company Cily) [Cnmpany State) (Company Zip)
(Comgpany Phoe)

(Maiiing Address Name) (Ietier Dato)

ENM’I?I::::E igg;ﬁ:: ;; Account Number: (Cmp Id)}-(Account Number)-(Check )
ot B A Premise Mumber: (Premise Number)
(Mailing City) (Maiting Stalc) (Mailing Zip) (Service Address 1)(Sorvice Address 2)

{Service City) (Setvics Sinlg)

UHility Repord

Transaction Date: (Variable Dats)
Transaction Time: {(Variable Data)
Caller Name: (Variable Data) Ct Clerk: (Variabie Duta)

Complaint -
Findings -
Position -

Information To Customer -

* The umount currently outstanding on your account is 3(Amount Owed). Your account will become
delinquent on {Variable Data) unless you enter into a payment or seltlement agreement, or you [ile an
informal complaint with the (Public Ulity Conmission). Wo further action will be taken on your
account until after this date,

Service will not be terminated pending completion of the dispule process including informal and formal
compluints $o long as there is compliance with all requirements of the commission. I the ratepayer docs
not agree with the contents of this report, Liefshe may fife an informal complaint with the (Public Utility
Comnission) within 10 days from the date appearing above. The informal complaing may be tiled hy
telephoning the commission at toll free { Variable Daia) or writing 1o (Yuriable Data), (Variable Data).

" Company report issued on (Variable Data) and sent to (Maiting Address Name),

TMPNAME 0CONN01

10 Pennsyivania Escalalions Process
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Escalations Job Aid — CSR Process

Now that we all understand what is and isnt a dispute, the guide below outlines the
responsibilities and steps to take while handling issues. Il is designed as a guide as no two
situations are going to be the same. Please keep in mind that your actions, the paths you
visit while researching accounts and the outcome of the various issues will depend on the
situalion that each customer presents.

This job aid is designed to provide C8R's with questions to ask themselves when
determining the most appropriate course of action.

Situation - Customer calls regarding an issue

QUESTIONS

IF YES

IF NO

Is there an existing open
contact for this
disputefissue?

Inform customer that a
response will be received
shortly

Create a new contact,

Document appropriate
comments.

Close the new contact.

1.

Go to next guestion

Has customer received a
UTLRPT letter regarding
this disputefissue?

Creale a new UCAC
contact and note what
you informed the
customer,

If no new circumstances
exist, inform customer to
review their rights stated
in the Wtility Co Report
and take appropriate
action,

If additional
circumstances have
arisen, transfer contact to
the PA Escalations
Bucket - PAGRPESCAL

. Ask probing guestions

and research account
to see if you are able to
satisfy customer.

Go to next question

Pennsylvania Escalation Process
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Situation - Customer calls regarding an issue

QUESTIONS

IF YES

IF NO

s a HILOW service order
required to resolve the
issue?

Issue HILOW service
order

Place a 30 day hold on
account

Close HILOW contact.

1.

Go to next question.

Is a service order (other
than HILOW) required to
resolve the customer's
issue?

Issue service order.

Follow normal process
for service order type

If required, Transfer
Utitity Contact to the PA
Escalations Bucke! -
PAGRPESCAL

Go to next question.

Is the issue a restoration,
loss control, or water quality
issue?

Follow the normal
process.

Go to next question

Does customer express
verbat satisfaction with the
resolution of his issue

AND,

Were you able fo fulfill
customers request without
forwarding to another

Document satisfaction in
the W/C Comments

Close contact.

Put a 30 day hold on
account, if appropriate.
(Use an existing hold-
type depending on
situation).

Transfer Utility Contact
o the PA Escalations

Bucket -
?
department: PAGRPESCAL
12 Pennsylvania Escalations Process
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N fmerien pannsylvania Escalation Group Process

Introduction

In order to improve the handling of disputes in Pennsylvania, and to improve compliance
with Pennsylvania PUC regulations in this area, a new work group has been assembled at
the Pensacola CSC, called the Pennsylvania Escalations Group. This document is a guide
for the PA Escalations Group personnel to use in order to successfully deal with each
dispute.

Objectives
After completing this training session, you will be able to complete the following objectives.
. Resoive open Pennsylvania dispule contacts within 30 days
. Refer dispute contacts to the proper party for resolution
. Monitor the status of these open conlacts as resolution activities are undertaken.
Key Terms
¢  UTLRPT (Utility Company +  ART (Account Resolution Team)
Report)
s Floor Supervisor » PA Escalations Bucket,
PAGRPESCAL
+ |ssue + Dispute
FPennsylvania Escalation Process 1
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Pennsylvania Escalation Group Process ~¥ {1

PA Escalations Group — General Responsibilities

While the PA Escalations Group handle a multilude of tasks and responsibilities, their
primary responsibility is to ensure that every open dispute contact under their control is
resolved within 30 days. 'Resclved’ means to either gain verbal satisfaction from the
customer that their issue has been resolved, or to issue a Utility Company Report. Some
issues, while disputes, are not under the control of the PA Escalations Group, and are not
part of the group’s responsibility to resolve. These include contacts that go lo the Account
Resolution Team and contacts that go to local operations, such as restorations, Iogs control,
and water quality.

In addition, the PA Escalations Group has important secondary responsibilities. These
include:

1. Assisis the Billing Department in resolving biliing issues. This assistance consists of
receiving decisions about adjustments from the billing department, calling the
affected customers to inform them of the billing department's decision (atlempting to
gain verbal satisfaction for the resolution of their dispute), and issuing Utility
Company Reports if the customer has not expressed verbal satisfaction.

2. Assists the Collections Department in resolving collections issues in which the
customer must be contacted.

3. Assists the local offices maintain status updates on restoration and pressure field
dispute issues, updating appropriate U/C comments supplied by fisld persennel, and
issuing Utility Company Reporis when appropriate and when requested by field
personnei.,

Due to the broad definition of a dispute under the Pennsylvania regulations, issues that
become disputes can be handled by several different AW groups. Many of the U/C contacts
associated with these disputes are forwarded to the PAGRPESCAL bucket. In order to
handle these disputes effectively, to ensure that ail disputes are handled and resolved, and
to avoid duplication of efforts, it is important to understand the responsibiiities of each AW
group. They are listed in the Appendix of this document. Below is a brief overview of the
roles and responsibilities of each group.

2 Pennsyivania Escalations Process
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Role of CSRs

1.
2.

N oo kW

tdentify disputes

Transfer contacts and or service orders related to field issues to appropriate party
a. Restorations — to restoration contact bucket (no change in process)
b. Loss Control — to loss controt contact bucket {(no change in process)

c. Water Quality — create Water Quality Complaint or Inguiry (no change in
process)

d. Low Pressure {non Emergency) — issue service order (no change in process)
Create a new U/C Contact to track dispute status
Place accounts on hold, if necessary
fssue service orders, if necessary
Transfer contacts to PAGRPESCAL

Close contacts if customers express verbal satisfaction with the resolution of their
fssue

Role of Floor Supervisors

10.
11.

Reviews open contacts in PAGRPESCAL Bucket for validation of further action
Takes appropriate actions to resolve disputes

Calls customers to attempt to resolve disputes; Removes holds as necessary,
Doouments satisfaction in U/C Comments

lssues service orders when necessary
Transfers contacts to the appropriate bucket for follow-up
Issues Utility Company Reports as necessary

Receives bill adjustment decisions from the Billing Department; calls customer to
attempt to gain satisfaction.

Reviews information on restorations provided by field personnel. Update contacts,
issue Utility Company Reports as necessary.

Receives follow up contacts on issues where a Utility Company Report has already
been issued. Attempts to resolve or forwards to ART

Monitors open contacts; ensures that contacts are processed within 30 days
Closes contacts

Role of PA Escalations CSR positiori

1.

Monitors open contacts in PAGRPESCAL; ensures that contacts are processed
within 30 days

2. Collects facts on unresolved issues, compiles inlo standard format
3. Issues Ulility Company Reports as necessary
4. Issues service orders when necessary
5. Transfers contacts to the appropriate bucket for follow-up
Pennsylvania Escalation Process 3
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Takes appropriate actions to rescive disputes
Removes holds as necessary
Closes contacts

Role of Team Supervisor

Receive input from Floor Supervisors
Coach team members

Role of the Billing Department

1.
2.
3.

Makes simple billing adjustments
Takes appropriate actions to resolve disputes

Documents billing adjustment decisions in U/C comments and transfers contacts to
the PAGRPESCAL Bucket for customer follow up

Role of the Collections Department

1.

™

W N oo s W

Processes payment disputes such as missing payments, misapplied payments, and
encoding errors,

Documents decisions in U/C cormnments and transfers contacts to the PAGRPESCAL
Bucket for customer follow up

Processes and issues c¢redit refunds
Transfers funds per customer request

Takes appropriate actions to resolve disputes
Removes 30 day holds as appropriate
Closes contacts as appropriate

Issues Utility Company Reports

Role of the Account Resolution Team (ART)

1.

O ND RN

Makes more complex billing adjustments, particularly when account research is
required.

Resolves complex disputes

Handles high bill disputes when a HILOW service order is issued.

Takes appropriate actions to resolve disputes

Calls customer and attempt to verbally resolve disputes

Removes 30 day holds

Documents satisfaction in U/IC Comments

Closes contacts

Issues Utility Company Reports

Pennsyivania Escatations Process
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Floor Supervisors ~ Detailed Responsibilities
1. Review contacts in the PAGRPESCAL bucket several times per day.

a. Evaluate each contact and provide a quality control check on the contact. The goal
of this review is to prevent contacts from going to other AW parties unnecessarily,
and identifying and correcting C8R errors. If the issue could have been handled and
resolved by the CSR in the initial contact, provide feedback to the appropriate Team
Supervisor in order for the CSR to be coached. Then, if the customer's issue can be
handled by the Floor Supervisor, please do so. For example, the CSR may not have
adequately explained a charge on a customer’s bill, or a CSR instructed the
customer 1o send in receipts for an adjustment that is not authorized as shown in
IDA.

b. Occasionally, utility contacts may appear in the PAGRPESCAL bucket in error. For
example, a restoration or loss control contacl may have been transferred to the
bucket by a CSR in error. In this case, the contact should be sent to the appropriate
party or bucket, and the CSR's Team Supervisor should be informed so that CSR
coaching can occur.

2. Process contacts that are not appropriately referred to other parties. Specific examples
include:

a. Calling customers to explain bill charges. Often, a customer simply needs a detailed
explanation of a bill charge in order to be satisfied. This may be a more in-depth
explanation of a DSIC charge, the reason for activation or reconnect fees, the reason
for a late charge, or an in-depth explanation of the monthly service charge. The
customer may wish to know the current water rates. Floor Supervisors are
responsible for reviewing these types of contacts that appear in the PAGRPESCAL
bucket, and calling the customers to explain the charges. If the customer is then
satisfied with the explanation, the Floor Supervisor documents satisfaction in the U/C
comments and closes the contact. If the customer is not satisfied, a Utility Company
Report is sent.

b. Waive charges and fees, or issue courtesy adjustments, only if appropriate. At
times, a charge or fee should be legitimately waived. For example, a customer's
water was turned off by AW in error, and a service activation fee appeared on the
customer’s account and bill. In other instances, a courtesy adjustment is
appropriate. For example, a customer may have unusual and legitimate
circumstances that resulted in a late fee. After checking the customer's payment
history, you may delermine that waiving the late fee is appropriate.

i. Before deciding on courtesy adjustments, please be fair to both the
customer and to American Water. We do not want to issue courtesy
adjustments frivolously; other customers uitimately bear the cost of these
adjustments. On the other hand, we do not want to alienate customers with
legitimate circumstances who have a history of prompt payments.

Pennsylvania Escalation Process 5
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ii. Refer to IDA Quick Link, On Line Library — Education and Development ~
Billing Training Manual Section & Billing Adjustments Maintenance, Page
31 for the procedure on Waiving Fees and Applying Courtesy Adjustments.

iii. In each case, call the customer to inform them of your decision on the
issue. If the customer expresses verbal satisfaction of the resolution of the
issug, document in U/C comments and close the contact. if the customer is
not satisfied with your decision, and you have made reasonable steps to
resolve the customer's issue, document in U/C comments, close the
contact and send a Utility Company Report.

Provide the customer with a follow up explanation or a more in-depth explanation
of their issue. At times, CSRs may not fully explain an issue to a customer,
leaving the customer dissatisfied. For example, neither a customer nor the CSR
may fully understand the process for issuing a credit refund, resulting in the
customer not being satisfied with the resolution of the issue at the end of the
initial call with the CSR. In these instances, determine the customer’s issue and
call the customer, providing them with additional pertinent details. Folliowing your
explanation, if the customer is satisfied, document their satisfaction of the
resolution of the issue in the U/C comments and close the contact. If the
customer is not satisfied, and no further explanation or action will satisfy the
customer, document your actions in the U/C comments, close the contact and
send a Utility Company Report.

3. Refer contacts not handled by the PA Escalations Group to the appropriate
parties/buckets for processing. Following the quality control check described above,
certain contacts should be forwarded. These can include:

a,

Simple billing adjustments. Following the qualily control check described above,
any issues that involve simple billing adjustments, or simpie billing functions
should be forwarded to the BILLFLWUP bucket for the billing department to
handle.

Cash transfer of credits and credit refund requests. Forward fo the
CRDTCONTCT bucket for processing by the collections department.

Payment disputes, including missing payments, misappiied payments, and
encoding errors. Cash transfer balance requests made by customers would also
be part of this category. All of these contacts should be forwarded to the
COLLFLWURP bucket for processing by the collections department.

Complicated billing adjustment issues, including those requiring account
research. These contacts should be transferred to the DSPTFLW?P bucket. The
Account Resolution Team (ART) will conduct the necessary research, analysis,
and customer follow up,

Pennsylvania Escalations Process
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e. Contacts generated as a result of a customer calling back after receiving a Utility
Company Report. If the customer has new information that might make the
previous decision outlined in the report incorrect or inappropriate, forward the
contact to the DSPTFLWP bucket for processing by ART.

4, Follow up on adjustment decisions made by the Billing Department. For Pennsylvania
customers, when the Billing Department issues an adjustment, the billing group will
document the amount of the adjustment and any pertinent details of the adjustment in
the U/C comments, and will forward the contact to the PAGRPESCAL bucket. When
received, the Floor Supervisor will contact the customer, inform the customer of the
amount of the adjustment, along with any pertinent details, and will determine if the
customer is satisfied with the resolution of the issue. If the customer expresses verbal
satisfaction, the Floor Supervisor will document the U/C contact with appropriate
comments and close the contact. if the cuslomer is not satisfied with the resolution of
the issue, document in U/C comments and send a Ulility Company Report.

a. Shouid unusual circumstances arise in contacting the customer, or should the
~ Floor Supervisor believe that the adjustment is not adequate following the
conversation with the customer, instead of sending a Utility Company Report the
Floor Supervisor will forward the contact to the Account Resolution Team for
further evajuation.

5. Follow up on any disputes that have been transferred to the Collections Department.
Decisions made by collections are put in the U/C comments and sent to PAGRPESCAL.
Like billing department decisions, the PA Escalations Group is responsible to contact the
customer, inform the customer of the decision, and determine if the customer is satisfied
with the resolution of the issue. Depending on the customer’s response, the contact is
documented and closed and if appropriate, a Utility Company Report is issued.

8. Follow up on actions taken by the field related to restorations and low pressure issues.
While the PA Escalations Group is not responsible for tracking or resolving restoration
disputes, the group issues Utility Company Reports on behalf of the field when
necessary. The field will send a Utility Contact to the PAGRPESCAL bucket with the
information. When this becomes necessary, the PA Escalations Group will receive
specific information from the field which will include the customer's name and account
number, the circumstances of the restoration or low pressure issue, the findings of the
field, the position of the field, and any other pertinent information. Using this information,
the PA Escalations Group will send a Utility Company Report to the customer.

7. Follow up on HILOW service orders that were recently issued and then cancelled. For
various reasons, some HILOW service orders are cancelled rather than worked. Unless
the custemer has been contacted, and has expressed satisfaction (or unless a new
HILOW has heen scheduled), their issue is still a dispute, and must still be addressed. If
a HILOW is cancelled, and no new HILOW or other service order has been scheduled,
the customer's issue has probably not yet been resolved. A pair of queries has been
developed to identify these situations. The PA Escalations Group will be running these
queries twice per week, and will be taking appropriale follow-up action to ensure that
these issues are resolved within the 30 day timeframe.

Pennsylvania Escalation Process 7
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In some cases, the Regional Support Group in Wilkes-Barre has already scheduled a
new HILOW service order. These instances will not appear on the query output, Also,
remember that when a HILOW service order is completed, a HIFLW contact type is
generated in ART, and ART has the responsibility to follow up on the issue,

Generally, our follow-up activity will fall into the following major categories. Other
situations will arise. In all cases, our goal is to ensure that the dispute has been
correctly addressed within 30 days of its creation.

a. The customer was not at home when the FSR attempted to work the HILOW
service order. Even though the customer was not at home at the scheduled
time of the service order, we remain responsible {o resolve the dispute. In
these instances, we will attempt to contact the customer by phone to
schedule a new HILOW service order. Circumstances may have changed,
for example, a customer may have focated a leak which previously had gone
unnoticed. In this case, they will not want us to schedule a HILOW, and we
would document this infermation in the original U/C comments of the original
contact, and note that the customer is satisfied with the resolution of the
documented complaint. However, most of the time, a new HILOW will have
to be scheduled. If the cusiomer cannot be reached after 3 altempts, send a
Utility Report to the customer. Document the dates and times of the altempts
to reach the customer by phone in the U/C comments of the original contact.

h. When the FSR attempted to complete the HILOW, it was found that additional
work was required. For example, the customer may be enrolled in the
service line protection program, and the FSR needed to, but could not,
operate the curb stop. The HILOW is cancelled, waiting for the curb stop to
be repaired. In this instance, we create a new CFLWP ulility contact, and
fransfer it to the PAGRPESCAL bucket. We monitor the account for five
days, and take appropriate follow-up action. Ideally, the curb stop will be
repaired within a few days. In this case, we call the customer and schedule a
new HILOW service order. If no activity on the account has occurred within
the five days, we contact the Wilkes-Barre Regional Support group for follow-
up. We keep the CFLWP contact open, and continue to monitor.

HILOW orders are cancelled for a variety of other reasons. In each case, we need to
review all of the pertinent U/C and service order comments to understand why the
order was cancelled, and to take appropriate follow-up actions. These will need to
be addressed on a case-by-case basis.

8 Pennsylvania Escalations Process
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Common Questions/Issues

Q1. What if we can't reach the customer by phone?

A. We should attempt to call the customer three times, preferably at different times of the
day. If there is still no answer from the customer, we confinue to have a responsibility to
resolve the dispute. In this case, we must issue a Utility Company Report. We should also
document the dates and times of the attempts in the U/C comments.

Q2. Why is the new group called the PA Escalations Group, as opposed to the PA Disputes
Group?

A. We need to refer to the new group as the PA Escalations Group. The Account
Resolution Team (ART) is commonly referred to as the “Disputes” group, and the bucket
used by this group is DSPTFLWP. If the word "Disputes” is used in the new group, it
creates confusion on the part of CSRs and others, leading to contacts being fransferred to
the wrong bucket.

Q3. Is the PA Escalations Group taking over work previously done by other groups?

A. No. ltis not the intention to transfer work from an existing group to the PA Escalations
Group. The group was initiated primarily to “close the gap” in the Pennsylvania process so
that all customer issues are fully and properly addressed. By conducting a quality control
check on utility contacts generated by CSRs, the PA Escalations Group is able to reduce or
eliminate contacts from going to the Billing department in error. Similarly, by following up
with billing and collection department decisions, customers will be informed of decisions and
we will be able to document customer satisfaction or issue Utility Company Reports if the
customer is not satisfied,

Q4. Does a Supervisor's limit of responsibility for charges include waiving a late charge,
waiving a service charge, and courtesy adjustments?

A. Yes, while not yet final, Supervisors Limit of Responsibility is expected to include all of
the following:

Authority to waive late fees

Authority to cther fees, such as activation fees
Authority to provide courtesy adjustments, up to $250

Collections Items Not In Scope of Dispute Regulations

1. Customer dissatisfied with payment terms agreement — issue with catch up amount

2. Dispute of payment amount in collection notice

3. Customer dissatisfied with 24 — 72 hour turn on after non-pay

4. Customer cannot pay amount needed to stop termination, including catch up amount

5. Customer wants payment arrangement longer than 5 years

6. AW refuses to provide new payment agreement when there is he change in income or
circumstance.

7. Customer refuses to provide Ability to Pay information

Pennsylvania Escalation Process 9
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Floor Supervisor Process

This job aid is designed to provide Floor Supervisors with questions to ask themselves when
determining the most appropriate course of action.

Situation

Floor Supervisor receives a Utility Contact from a CSR regarding a dispute/issue.
Customer has not expressed verbal satisfaction with resolution of the issue andfor
follow up work is necessary in order to resolve the issue,

QUESTIONS

IF YES

IF NO

Was the contact transferred
incorrectly to the
PAGRPESCAL bucket?

1. Transfer the contact to
the appropriate
party/bucket.

2. Notify Team Supervisor
for coaching.

Can the dispute be resolved
by contacting the customer?

Go to next question.

1. Determine what is
required to satisfy
customer.

2. Call customer, attempt
to resolve the dispute.

3. If customer is satisfied,
take actions necessary
to resolve issue.
Document and close
contact.

4. If customer is not
satisfied, issue Utility
Company Report and
close contact.

Go to next question

Should the dispute be
resolved by an internal
party?

1. Update U/C comments
if necessary.

2. Forward contact to
gither the Billing or

3. Forward contact to
Collections or

4. Forward contact to ART

Go to next question

Pennsylvania Escalation Process
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Floor Supervisor receives a Utility Contact from a CSR regarding a disputefissue.
Customer has not expressed verbal satisfaction with resolution of the issue and/or
follow up work is necessary in order to resolve the issue,

Situation

QUESTIONS

IF YES

IF NO

Was the contact transferred
from Billing or Collections?

Was the U/C contact
transferred from the field?

. Read and understand

decision.

. Contact customer;
determine if customer is

satisfied with the
resolution of the issue.

. If customer is satisfied,

document and close
contact.

. If customer is not

satisfied, send Utility
Company Report and
close contact.

Go o next guestion.

Read and understand

| the utility contact

commaents.

Follow instructions in
comments.

Issue Utility Company
Report.

12

Pennsylvania Escalations Process
4/7/2009



Y el pennsylvania Escalation Group Process

Utility Company Report - UTLRPT

Whenever a customer initiates a dispute, we have 30 days to either satisfy the customer's
concerns or send the customer a Utility Company Report. This report, (LGS letter), gives
closure to the customer's issue and satisfies AW's requirements according to the

Pennsylvania Regulations.

A Utility Company Report is a letter that is generated by either the ART Team, {Account
Resolution Team) or the PA Escalations Group. They are written on company letterhead

that outlines the following:
« The customer's complaint
¢« AW's findings
¢ AW's position
» Information to the customer regarding the dispute
Since no two issues are identical, each Utility Company Report is unique in its composition.

Utility Company Reports are issued:

1. In situations where a customer does not verbally indicate satisfaction and satisfaction
will not be reached per AW guidelines, policy, or procedures. The letter is sent within
30 days from the initial contact.

2. In situations where a customer expresses verbal satisfaction with the resolution of
the issue, but would like written documentation regarding the decision or results of
the issue.

On the following pages, you will find examples of a blank Utility Company Report template
and some possible verbiage that you can choose from. The templates aren't all inclusive

however they cover most of what we will see on a daily basis. A copy of the various
statement examples is located on the S: drive>PA Escalations.

Note: The most important part of the Utility Company Report is outlining the timeline that
covers the customer's dispute. The start of the timeline is the date from the first call when
the customer may have been only "inquiring” about the "issue”.

Pennsylvania Escalation Process 13
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(Company Fuoll Name)

Company Address 1), {Company Address 2), {Conpany City) {Campany State) (Company Zip}
(Conrpany Phuone}

(Matiling Address Name) (Letter Dato)

(Mﬁil.ing Addrc.‘?.? 2 Account Ninnher: {Cmp 1d)-{Account Number)-(Check
(Matling Address 2) A . Co0 R
(Mailing City) (Mailing State) (Mailing Zip) Premise Number; {Premise Number)

atling Tty B ot &P (Service Address [){Service Address 2)

{Service City) (Service Stufe)
Utility Report

Trapsaction Date: (Variable Data)
Transaction Time: (Variable Naw)
Caller Mame: (Variable Data) CI Clerk: (Variable Data)

Complaing -
Findings -
Position -

[nformation To Customer -

*‘The amount currently outstanding on your account is $(Amaunt Owed), Your account will begome
delinguent on (Variable Data) unless you enter into a payment or settiement agreement, or you file an
informal complaint with the (Public Ullity Commission), No further astion will be taken on your

account untl nfier this date.

Service will not be terminated pending completion of the dispute process ingluding informal and formal
complaints so long as there ts compliance with all requirements of the commission. 17 the ratepuyer does
not agree with the centenls of this report, he/she may lile an informal complaint with the (Public Utiity
Commission) within 10 days from the date appearing above. The informal complaint may be filed by
{clephoning the commission ot lolk free (Variable Data) or writing to (Variable Data), (Vartable Data).

* (Company report issted on {Variable Data) and sent to (Mailing Address Name).

TMPHAME 0CRONHN

14 Pennsylvania Escalations Process
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UTLRPT Letters in LGS
Follow the steps below to create a UTLRPT from LGS.

Step

Description

1.

Type LGS in the “Path” field.
A hst of all letters sent to the customer dlsplays

Pan - T A leher Genmaton Systom TSN
Castomat 24007632971 12306411 257044
HARRY PROOUCTS

Fas:vontolssue
Sanice Pramise

Typs choces, press Enlar
o] Change d<Qelete S-Disploy Dalo 5-WAY Ruissue 7:=0ispiay Letier

fssue Letor e
Qpl  Nuwbsr Gy Descophon Pualed
1 424308 Makeup biff lor newrele poyer 11422002
Holtom
(o] cowa |ty | v

Press the F6 key to create a new letter.

A Vorkwith Lether Isswanee [Croate) - Pennsylvants Amctican - Teaining (PATR) $1756/04 - L1 15, IETTER

fio EAL Fundons Hap

Enter UTLRPT in the “Type of Letter field. Press Enter.

Typo of Lete . [[NESTT T
I_Txi*ﬁl Cancal ] Help | "fffv/

Pennsylvania Escalation Process
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Step Description
3. | The following screen displays auto-generated information including the
customer name and address. Update the customer's address if
necessary. Click the OK button to confirm.
Wtk with Lelter Issuange {Creale) - Peunybronta &inesican - Trabitlig (PATIY 11716706 - LTRIS, IN[EIEY
B £t Rutos lob
Typaofleter  * UTLRPT
Name of Addrasses EHu:ton Prepcdins
Letes Ganesaton Date { was [TiRTFE
Letler Date {— wvon
Salytation Nome [Cutcan
Altention Messoge |
Addiess Line [0S Tsthve
Address Line 2 [
halling City. St Conteswille PA 18320-3118
City [Coxonis Coayrtny (o5&
Pastal Code and £31 PES 308 Allow Automate Addiass Updenng i
[T™6K ] concal | Melg | R e
4, | Fill out the following fields:

¢« Cailers Name

s  Amount Owed

* Delinquent Date (add 3C days to the issue date)

Fle £ fuawtions 1wk

DRI ol

Trensoction Date )

Trans neian Tirne [rEs

{1 Clerk's Usarid fwEBBsD

Callar's Mame [Cwiiia
Arnouat Ovwed — &«
Calinguent Dale { e

lssue Dale A (T
Tk ] caeet | Halp

o]l |
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Step

Description

5.

Enter free form text in the body of the letter. (Use the sample's located in
the S: drive>PA Escalations Folder).

Note: These samples are not all inclusive. You may have to modify the
contents to meet the specific needs of the situation,

Peansylvania American Waler

PO Eox 3%, Atirn 1L 82002
1 BI0462- 7272

0471052008
Larson, Cynkaa
137 N Libesty St Account Humber 24.1681857-0
Tarareth PA 18065-1726 Presrase Hunber, 240659489
127 H Lsherty 5t
tHazareth PA
Hhility Report
Transathen Date Trwsdsy, Apnt 10, 2008
Transacbon Toene: 0425 P4
Caler Hame Cynthea Cl Clesee WEBESD

Complaat -

On Apnl &, 2008, PAVC was contacied with asequest to revsw the Witng staleantid covirng Febivy =)
28, 2008 trowgh tarch 31, 2008 for the above referenced accoust Tras bll was for 8,000 galons of wazer
o Uie amownt o B66 57 At the ture of the requesl, a senace order was issued

k3
Fudingi -

[T T O T DV BATE Iy T Walit 1ar (e e il Uy 576 97 W S 107 WE DT PRI ar TR ranes—"~1]
11, 2007 wrough Janu vy 20, 2008 -

On Yarch 3, 2008, PAVC obtened wn esiynated meler reading For Lig pieposes The readmg was 689,
vhech resuted v 3,000 galons of waler in the amownd of $32 43 for D blng poned of Jasary 30, 2008
theough Frbruary 28, 2008.

On Apid 9, 2008, PAWC obtzned an achual melef readsg wresponie 1o the above request ‘The readng
was JO0 PANC found movernend on the meter, PAWC infermed the above referent e6 acgount holder of

these fnduigs en Apid 9, 2008 -
Posinen -
Accordang 1o tie invesugabon compleied on Apad §0, 2008, the blg takimint ¢ovenng February 28, o3

2008 through March 31, 200815 coarect as rendered

If 2 Jeal has been denuliced andacparaed af the shove refedenged propeny, pleate provids repev |
documentabon to PO Box 378, Ahon, 1L 62002 for conuderanen of a ons-fime cowtesy leak adpsunent

Leak sdpusimenys are ¢ Sclaled by eHabhrteng the CUltonaes™s average water usage for tht previovs 12

rmoths, and dedurhing AG%S of Lhe ugaze over the avEIags anount

If you shoud have any funthee quaston, please tordact 1-800.565.7292 and 2 Customner Service
Representauye Wil arhiit you Repreoatanves are avahable 29 howrs a day, 7 Jdays a werk

=4

= The 200 CUITEONY SUISLAERR 00 Your 3CCow st F46 47 Your 3ccomed Wil betorre delguesl on
Sawrday, May 10, 2008 urless you enter inlo a payment or selement agrecmenl, or you fle an iforma
complant wath e Permayivares Pubte Unty Coprrrgrsion Mo father 2¢ton wil be t2Xen on your account unul
afler 25 daig

Service wi nel bz 1envanated pendng compleuon of the diipule precess wclukng rfusmial and lorena)

< oraplasts 4o dong as there is complante with & zequaemenls of the comrrasnen 16 the satepayer doer tot
Agice vath the contenis of Bas cepers, hefiker may e anwformal cormplant wath the Pennsyivares Pubac Uity
Copracassson witkin 10 Jays Bom the dale apprawvg above The vdormal complastinay be Bed by lelephoring
e coravcastion a4 100 bree 1-B00-782.111) or wnng te PLC Bow 1265, Hamsburg, PA 171053265

* Cosrpany yrpert iniued on Tharsday, Apnd 10, 2608 and sent to Larson. Cyrthia

UHLEET 0IEIIYY
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Step Description

6. | After completing the free form text, complete the following steps:

+  Select the Preview button at the bottom of the page and review the
letter

) Select the Spell Check button to ensure there are no spelling errors

. Select the Save button.

[ Prevew | {SpeiiCheck) | Save |

7. 1 Once the letter has been saved, the pop up box below will appear. Click
OK.

8. | The system returns you to the LTRIS01 screen, which displays the letter
that was sent to the customer,

To view the letter online, enter 7 in the “Opt” field and click the OK button.
The letter will open in Microsoft Word.

NOTES:
= UTLRPT letters do not print from LGS automatically.

o Print the letter manually on AM Water letterhead and
insert it into an envelope to be mailed.

Letter Writing Tips
With all letter writing be sure to review the sample text while manually composing a
letter. The sample test will save you time and help ensure a consistent message.

Readability

Creating a letter that will "get the point across” takes time. Proper grammar, spelling
and punctuation work hand in hand to ensure your letter is understood, Below are
some guidelines to help improve letter readability for our customers.

« Keep your letter brief, simple, short and right to the point.
¢ Use proper punctuation.

18 Pennsylvania Escalations Process
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« Use spaces and paragraph breaks.

+ Check your spelling.

s Avoid acronyms and abbreviations.

+ Keep paragraphs short and concise,

» Re-read before clicking 1o save the lelier.

Letter Opening Samples
Below are sample opening sentences when composing a letter.
» Thank you for your recent contact with American Water.

« Our records indicate you are requesting additional information from American
Water.

o This letter is in regard to your recent inguiry with American Water.

o This letter is to acknowledge receipt of your recent request with American Water.

Other Sentence Samples
Below are some additional sentence samples when composing a letter.

* We hope this additional information is helpful.
+ Enclosed please find the information you requested.
+« Additional information is needed to complete your request.

+« However, it will be necessary for you to contact the Customer Service Center, in
order for us to complete your request.

Letter Closing Sample

Below is a sample closing sentence when completing a lgiter.

« 1f you should have further questions or concerns, please contact our Customer
Service Center at the phone number or mailing address above.

Letter Writing Reference Guide

The Correspondence Department aiso contains a guide to assist with letter writing
skifls. The guide is available to use and reference.

Printing a Letter

When printing a letter from LGS copy and paste the content from Internet Explorer into
Microsoft Word. This will prevent the "web address” and other headers from printing on the
customers copy. Print any letter that is to be sent to a customer on letter head.

Pernsylvania Escalation Process 19
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Appendix

The following is a list of scenarios thal may arise and the department responsible to handle
those disputes. This list is not fully comprehensive; situations may arise which are not
covered by the examples below. However, the list is a guide to determine the responsible
party to handle each type of dispute:

Billing Scenarios - Refer to Billing Department - BILLFLWUP

1. Billing Class correction ~ change account from rasidential to commercial ~ forward to

BILLFLWUP

L.eak adiustments

Usage adjustments

OFF order cancelled resulting in larger bill to customer.

Tenant moves out, doesn’t pay bill, landlord must pay.

Back-bill dispute — customer disputes back-bill date

Back-bill — customer disputes usage

Incorrect bill - hecessitating billing adjustment

Incorrect bill due to meter lurnover or change out

0. Customer claims that meter is not present; will not pay if no meter.

1. OFF not worked timely. Meter read, bill sent in meantime. Waive service charge & final

balance.

12. Turn onfoff in error — adjustment needed

13. New service, no meter installed, back-billing needed after customer infoermation is
collected

14, Customer contends wrong meter read — high bill, correction needed

15, Account activation/deactivation date incorrect, resulting in need to adjust bill

16. Fixed charges are not billing properly or customer believes they are being billed for a
service or surcharge in error.

17. Correcting account setup problems that will keep an account from billing (2 premises o
1 acel; activation on bad debt acct).

18. Customer claims not responsible for charges for a fixed period (landlord/tenant)

TN LN

Collections scenarios - Refer to Collections - COLLFLWUP

Payment is in dispute (ex. payment made, not posted.)

One payment made for more than one account — transfer partial payment
Misapplied payments — payment credited to wrong account

Duplicate payments on-line

lssue refunds

Any transfer of funds from one account to another account.

Customer complaints regarding collection agencies

Customer has indicated a problem with the ARC program

. Adjustment incorrectly charged, previously covered under bankruptcy
10. Lost payment

11. Disagreement between AW and customer about payment amount

e S o
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Account Resolution Team Scenarios - Refer to ART - DSPFLWUP

Stuck meter/ resuiting in back-bill (customer disputes amount of back-bill charges)

Meter testing — including follow-up when results received

High estimated bills

High bills after several estimated readings

Adjustments due to misreads ~ additional research andfor follow-up involved

Requests for leak adjustments — additional research and/for follow-up involved

Leak adjustments on PA bimonthly accounts (PA PUC 150% adjustment rule)

Additional investigation & research — ex. previous usage, meter readings, billing history,

adjustment history, customer comments, service order results,

9. Accounts that have been handled by billing & customer is not satisfied.

10. HILOW service order generates HIFLW contact, which goes to ART for resolution.

11. Usage belween seasonal off and seasonal off. Customer disputes usage.

12. Customer questioned change in service charge, one month to next. Adjustment needed.
(Mid cycle billy

13. Disagreement between AW and customer about the proper party to be charged

PN RGN~

PA Escalations Group Scenarios — Contact Customer & Attempt to
Resolve

Provide detailed explanation of billing charges for high bill complaint

Waive late fee (ex. customer in hospital)

Customer requests removal of service activation fee (ex. says not informed)

Customer contends wrong meter read — high kill, meter set up correct

tncorrect billing address resuits in a late fee

Connection charge asked 10 be waived due to incorrectly issued FORCE order.

Customer making a repeat call checking status of NSI — has not been contacted.

Turn on/off in error — removal of fees only

Courtesy adjustment within authorized limits

0. Explain refund status & details

1. Explanation of payments made in relation to collection notice ~ simple timing issue,
payment date vs. notice date

12. Water turned off in error — removal of activation charge

T HOOR WN
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UTLRPT Sample Statements

The following is a list of sample statements for each section of the UTLRPT. Select and edit
the statements that pertain to the spedcific situation, Keep in mind that this list is not all
inclusive,

Complaint —

Complaint Example 1: On (date) PAWC was contacted with a request to review the billing
statement covering (date) to (date) for the above referenced account. This bill was for XX
gallons of water in the amount of $XX. At the time of the request, ? (a service order was
issued, a leak kit was sent, you were advised of....)

Complaint Example 2: On (date) PAWC was contacted regarding the courtesy adjustment
that was given on the above referenced account, The adjustment was calculated by (variable-
depends on the issuc/state define how the per day was calculated) or (The adjustment was
calculated by your monthly average based on 12 months of usage).

Complaint Example 3: On (date) PAWC was contacted regarding a (previously under/over
estimated bill, miss read) on the above referenced account

Complaint Example 4; On (date) PAWC was contacted and advised that the active account
referenced above should bave been closed as of (date). Please be advised thal (state the
regulation if there is one) any customer who is aboul to vacate any premises or who for any
reason wishes to have service discontinued is required to supply notice to PAWC specifying
the date on which the service should be discontinued, In the absence of notice, the customer
is responsible for the utility service rendered until the time that the utility has been notified of
the intent to discontinue service by the customer.

Complaint Example 5: This letter is in response the recent inquiry made regarding the rate
change for the above reference account. On (date) Pennsylvania American Water filed a
request with the Pennsylvania Public Utility commission (PUC) to approve changes in the
company’s rate structure,

Delivering quality water service requires continued investment to replace aging infrastructure
and make the necessary system upgrades to meet drinking water standards. 1t has become
necessary to repair and replace transmission mains, storage and treatment facilities, and other
projects to protect public health and to ensure compliance with the Safe Drinking Water Act
(SDWA). Rates are established based upon the actual cost of providing service and must be
approved by the state regulatory agency prior to implementation.

22 Pennsylvania Escalations Process
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Complaint Example 6: On (date) PAWC received a meter reading at the above referenced
property for billing purposes. This resulted in (xx) gallons of water used. After an
investigation, the company has verified that the reading was, in fact, correct.

Findings —

Findings Example 1: On (date) PAWC obtained an actual meter reading for billing
purposes. The reading was XX, which resulted in XX gallons of water used in XX days,

Findings Example 2: On (date}) PAWC obtained an actual meter reading in response to the
above request. The reading was XX, which resulted in XX gatlons of water used in XX days.
At the time of this visit there was no leak detected by the PAWC representative.

Findings Example 3; On (date) PAWC obtained an actual meter reading in response to the
above request. The reading was XX, which resulted in XX gallons of water used in XX days.
Al the time of this visil, there was movement on the meter which may be an indication of a
leak. PAWC informed the above referenced account holder of these findings on (date of
letter sent or notice lefl)

Findings Example 4: On (date) a service person was sent to the above referenced property
to remove meter #FXXXKXXX for testing, The results of that testing are as follows:

According to regulations set by the Pennsylvania Public Utility Commission, a meter is
considered operating in a satisfactory manner if it records water usage between XX% and
XXX% of actual usage. Therefore, this meter’s registration is considered accurate.

Findings Example 5: On (date), PAWC sent a service person to the property to revead the
meter and inspect for leaks. At the time of our visit, the meter read was X. This reading
indicates XX gallons of water have been used since the reading on (date). The service person
indicated that no one was available at the property for any further leak inspection. If you
wish to scheduie an additional appointment, please contact PAWC at XXX-XXX-XXX .

Findings Example 6: On (date), PAWC was unable to read the meter for billing. At that
time, the account was billed with an estimated read of XX. This read estimates XX gallons
of water were used for the period of (date) to (date). On (date) a field representative visited
the property to obtain an actual meter reading in response to a request made. At the time of
out visit the meter reading was XX, which indicates the account had previously been over
estimated. A correction in the amount of $XX was made on (date) which accouunts for the
over-gstimation of XX gallons of water.

Findings Example 7: On (date) PAWC was contacted regarding a billing statement received
for (services that had not previously been billed, discrepancy with meter readings, outside
reading different than inside meter, stuck meter, consecutive zero bills, etc). According to our

Pennsylvania Escalation Process 23
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records, the (water usage, service, sewer, etc...) billed on this statement, covers a period of
(date) to (date) of services supplied in the amount of (usage and §), but (had not been billed
for ov billed incorrectly) on previous statements. The amount of the credit/debit was
determined by (rationale),

Position —

Position Example 1: According to the investigation completed on (date), the billing
statement covering {date) to (date) is correct as rendered.

Position Example 2: The readings have been verified and no leak was detected at the time of
our visit.

Position Example 3: The usage was billed according to the established (average usage on
the new meter/calculated average) and the number of days that had not previously been
billed.

Position Example 4: According to the investigation completed on (date), the adjustiment
appiied on the account {date) is correct and no further adjustment is warranted at this time.

Position Example S: The customer shall have [ull responsibility for the installation, repair,
replacement and maintenance of all service pipes, including full responsibility for meter
water usage altributable to a leak in the service pipe. If the leak was undetectable, the
company shall credit the customer with a one time leak adjustment of one month's bitl that
exceeds the customer normal monthly average.

Information To Customer -

Information to Customer Example 1: If a leak has been identified and repaired at the
above referenced property, please provide repair documentation to PO Box 578, Alton, IL
62002 for consideration of a one-time courtesy leak adjustment. Leak adjustments are
calculated by establishing the customer's average water usage for the previous 12 months,
and deducting 40% of the usage over the average amount.

Information to Customer Example 2: PAWC recommends checking commodes and
sprinkler systems as this may be a source of sporadic usage. If the property is vacant, the
PAWC recommends taking the necessary precautions to prevent possible theft of service,

Information to Customer Example 3; If you should have any further questions, please
contact us at 1-800-565-7292 and a customer service representative will assist you.
Representatives are available 24 hours a day 7 days a week.

24 Pennsyivania Escaiations Process
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Departmentat Contacts: Contact these people if you have questions, issuss, need
instruction or advice.

Billing:

Mara Maggos x4211

Collections:  Jennifer Peterson x5306

Field;

Mary Moniodes 724 654-4188 or
Joy Hughes 570 830-6561

Process for Escalation of Issues to Pennsylvania

If a customer is calling about a follow up to a field issue the second time, send an e-
mail to SER — FRCC and copy Joy Hughes and Amy Wiedlich. If it is a restoration
issue, send the e-mail to Joy Hughes and copy Amy Wiedlich. If it is something that
requires follow up from the field (if the FSR checked follow up or office review after
working a service order, or if the Regional Support group would get involved, e-mail
SER - RSS and copy Joy Hughes. In all cases, copy Mary Moniodes. Inthe
subject line of the e-mait include the words ‘POTENTIAL DISPUTE".

in the body of the e-mail, state that you need follow-up information in order to be able
te contact the customer.

If the customer is calling for the third or more time, if the customer is irate, or if the
situation requires immediate resolution, using the same criteria as above, call either
Joy Hughes or Amy Wiedlich. Make sure that they understand the urgency of the
issue and follow the phone conversation up with an e-mail and copy Mary
Moniodes.

In the body of the e-mail, state that you need follow-up information in order to be able
to contact the customer.

Process for Escalation of 1ssues to Billing -~ Special Accounts

1.

If a customer is calling about a foliow up to a sewer billing issue for more than a
sacond time, or the customer is extremely upset, transfer the Utility Contact to
SPACTFLWUPR. They will contact the applicable sewer authority, obtain a response,
document U/C comments, and place the contact in the PARTNBILL bucket, When
forwarding the contact, always start the contact comments with PA ESCALATION -
PRIORITY. Be very clear about the information that you need in order to call the
customer back.

2. If the customer call is a lower priority, the CSR should be informing the customer that
the issue is at the sewer authority (if stated), and that the authority should be getting
back to them shortly.

Pennsylvania Escalation Process 28
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FRIX.S5

Pennsylvania-American Water Company

Coatesville Wastewater Operations

Data Requirements of the Pennsylvania Public Utility Commission
Quality of Service Distribution System Mapping

FRIX.S5

Pennsylvania-American Water Company
Coatesville Wastewater Operations

IX. Quality of Service

5. Indicate whether the Company is in compliance with 52 Pa. Code, § 65.4
(b) regarding complete and current mapping of the entire distribution or
collection system.

Answer: Each District in Pennsylvania-American Water Company’s operating
areas maintain their current mapping in addition to a statewide set of
mapping located in the Corporate Office located in Hershey Pa.



FRIX.6

Pennsylvania-American Water Company

Coatesville Wastewater Qperations

Data Requirements of the Pennsylvania Public Utility Commission
Quality of Service Water Conservation

FRIX.6

Pennsylvania-American Water Company
Coatesville Wastewater Operations

IX. Quality of Service

0. Provide a summary report demonstrating the Company’s efforts in water
conservation, since the last rate proceeding to 52 Pa. Code § 65.20.

Answer: Not applicable.



FRIX.7

Pennsylvania-American Water Company

Coatesville Wastewater Operations

Data Requirements of the Pennsylvania Public Utility Commission
Quality of Service Water Conservation

FRIX.7

Pennsylvania-American Water Company
Coatesville Wastewater Operations

IX. Quality of Service

7. Provide a discussion of the Company’s policy regarding meter
requirements, replacements and testing. State if the Company procedures
are in compliance with 52 Pa. Code, § 65.8 (b).

a. Provide meter test records as required in 52 Pa. Code, § 65.8(¢) for 50
meters most recently removed from service,

b. Provide a discussion of the Company’s policy and history of
compliance with 52 Pa. Code § 65.9 regarding adjustments of bills for
meter error within the last year.

Answer: Pennsylvania-American Water Company strictly adheres to 52 Pa Code §
65.8(b) concerning this maiter.

a. See attached.

b. Pennsylvania-American Water Company adjusts customer bills for
meters that are found not in compliance to the meter {esting rules and
regulations under 52 Pa. Code § 65.9. By way of further answer
adjustments are made in accordance to Chapter 65.9 {c) referencing
non-registering meters.



PENNSYLVANIA~AMERICAN WATER COMPANY - WATER METER TEST
PENN WATER METER SHOP

920 Mountain Home Road
Sinking Spring, PA 19608
Tel. 610-678-2498

Date: 2/26/10

District: Coatesville

Comments: Quality Control Test (Neptune T-10 R900i RD Version 5/8")

Meters were removed from customer premises,

Amt. Of Flow:

10 Gallons - Low Test

100 Gallons - High Test

Test Rate Flow: 1/4 GPM Low Flow & 6 GPM High Flow

Test PSI: 100 psi

Low Test High Test
Meter Information: Meter Read: 174 GPM; 6 GPM! TEST NOTES:
0188199.33
96.1% 2110.01.05
Serial # 84146154 (188208.94 Low on low flow
RF# 1820091350 0188208.94 Encoder C4/07 - Gear 3026
Incoming Read 0188192.67 101.3% RF Read 01883102
0188310.24
0163193.78
94.0% 2110.01.07
Serial # 84426265 1633203.18 Found Dead Battery
RFi# 1820164565 0163203.18 Low on iow flow
incoming Read 016318711 100.1% Encoder 06/07-Gear 3026
0163303.34 RF Read 01633033
0023274.91
95.2% 2110.01.07
Serial # 85744067 0023284.43 Low on low flow
RF# 1820676852 0023284.43 Encoder 03/08-Gear 3026
Incoming Read 0023268.14 1003.0% RF Read 00233848
0023384.80
0054378.18 2110.01.056
97 1% Found Dead Batitery
Serial # 84146323 0054387.89 Low on low flow
RF# 1820091092 0054387.89 Encoder 04/07-Gear3026
100.4%% RF Read 00544883
tncoming Read (054371.34 [0054488.36




PENNSYLVANIA~AMERICAN WATER COMPANY - WATER METER TEST
PENN WATER METER SHOP

¢20 Mountain Home Road
Sinking Spring, PA 19608
Tel. 610-678-2193

Date: 03/01/10

District: Coatesville

Comments: Quality Contro! Test {Neptune T-10 R900i RD Version 5/8")

Meters were removed from customer premises.

Amt. Of Flow:

10 Gallons - Low Test

100 Gailons - High Test

Test Rate Flow: 1/4 GPM Low Flow & 6 GPM High Flow

Test PSE 100 psi

Low Test High Test
Meter information: Meter Read: 1/4 GPM: 6 GPM: TEST NOTES:
0000004.31
Serial#t 85744766 94.7% 2101.01.07
RF# 1820672011 0000013.78 Low on low flow
incoming Read 0000000.01 J0000013.78 Encoder 03/08-Gear3026
99.8% RF Read 0000113.62
0000113.62
0004663.52
Serial# 86058912 94.2% 2110.01.09
RF# 1820845768 0004672.94 L.ow on low flow
incoming Read 0004659.45 J0004672.94 Encoder 05/08 - Gear 3026
100.2% RF Read 0004773.17
000477317
0043847.50
Serial# 86058862 85.5% 2110.01.08
RF# 1820855200 0046857.05 Low on low flow
Incoming Read 0046843.26 {0046857.05 Encoder 05/08 - Gear 3026
100,1% RF Read 00469572

0046957.21




PENNSYLVANIA~AMERICAN WATER COMPANY - WATER METER TEST
PENN WATER METER SHOP

920 Mountain Home Road
Sinking Spring, PA 19608
Tel, 610-678-24938

Date: 03/01/10

District: Coatesyville

Comments: Quality Control Test (Neptune T-10 R900i RD Version 5/8")

Meters were removed from customer premises,

Amt. Of Flow:

10 Gallons - Low Test

100 Gallens - High Test

Test Rate Flow: 1/4 GPM Low Flow & 6 GPM High Flow

Test PSI: 100 psi

Low Test  High Test
Meter Information: Meter Read: M4 GPM: | 6 GPM: TEST NOTES:
0111781.60
Serial # 84426254 95.1% 2110.01.07
RF# 1820172211 0111791 L.ow on low flow
[ncoming Read 0111778.07 |0111781.11 Encoder 06/07 - Gear 3026
100.1% RF Read 01118913
0111891.30
002154712
Serial# 85744709 95.0% 2110.01.07
RF# 1820672091 0021556.62 Found Dead Battery
Incoming Read 0021543.41 j0021556.62 Low on low flow
100.2% Encoder 03/08-Gear 3026
0021656.86 RF Read 00216568
00748406.60 2110.01.07
Serlal # 856744749 91.6% Found Dead Battery
RF# 1820678892 0078415.76 Low on low flow
Incoming Read 0078402.82 {0078415.76 Encoder 03/08-Gear3026
100.0% RF Read 00785158
0078515.80
0087219.51
Serfal # 84426134 94.7% 2140.01.07
RF# 1820175821 0087228.98 Low on low flow
incoming Read 0087215.68 [0087228.98 Encoder 06/07 ~ Gear 3026
100.1% RF Read00873291

0087329.17




PENNSYLVANIA~AMERICAN WATER COMPANY - WATER METER TEST
PENN WATER METER SHOP

920 Mountain Home Road
Sinking Spring, PA 19608
Tel. 610~-678-2403

Date: 03/02/10

District: Coatesville

Comments: Quality Control Test Neptune T-10 & Sensus SR-I 6/8")

Meters were removed from customer premises.

Amt. Of Flow: 10 Gallons - Low Test

100 Gallons - High Test

Test Rate Flow: 1/4 GPM Low Flow & 6 GPM High Flow

Test PSI; 100 psi

Low Test Hig_t_x__Test N
Meter information: Meter Read: 114 GPM: 6 GPM: TEST NOTES:
0270570 0.0
Sensus SR-11 87.0% Low on low flow
Serial# 52230892 (0270570 8.7 purchased 1997
D 07185955 0270580 0.1
Incoming Read 0270550 100.5%
0270680 1.6
0494870 0.0
Sensus SR-11 96.0%
Serial# 48275960 0494970 906 Low on low flow
1D# 04424416 0494980 0.0
Incoming Read 0494970 100.4%
0495080 0.4
1544250 01
Neptune T-10 60.0%
Serial# 30096850 1544250 0.1 Low on low flow
Incoming Read 1544250 (1544260 0.1 Encoder 12/84
98.8%
1544360 8.9
0082620 0.0
96.0%
Neptune T-10 0082620 9.7 Low on low fiow
Serial# 82995068 0082630 0.0 Encoder 08/06 - Gear 3026
incoming Read 0082600 100.7% Auto FBEN

0082730 0.4




PENNSYLVANIA~AMERICAN WATER COMPANY - WATER METER TEST

PENN WATER METER SHOP
920 Mountain Home Road
Sinking Spring, PA 19608

Tel. 610-675-2498

Date: 03-02-2010

District: Coatesville

Comments: Quality Control Test ( Neptune T-10 5/8" )

Meters were removed from customer premises.

Amt. Of Flow: 10 Gallons - Low Test 100 Gallons - High Test

Test Rate Flow: 1/4 GPM l.ow Flow & 6 GPM High Flow
Test PSI: 100 psi

Low Test  High Test
Meter information: Meter Read: 174 GPM: 6 GPM: TEST NOTES:
1515120 0.0
Serigl# 30443108 96.0% Low on low flow
Incoming Read 155120 (1515120 9.6 Encoder 06/85
1515130 0.2
100.6%
1815230 0.8
(614200 0.2
Serial# 37350516 95.0% Lon on low fiow
incoming Read 0614200 0614200 9.7 Encoder 08/92 - Gear 3225
061420 0.4
100.0%
0614310 04
0040250 0.1
Serial# 83173556 92.0% Low on low flow
Incoming Read 0040250 0040250 9.3 Encoder 09/06 - Gear 3026
0040260 0.0 Auto HE5N
100.0%
00402360 0.2
0173980 0.1
Serial#t 82995061 96.0% Low on low flow
Incoming Read 0173880 0173880 9.7 Encoder 08/06 - Gear 3026
0174000 0.3 Auto HBSN
100.4%
0174100 0.7
526970 0.0
Serial#t 75671527 100.0%
Incoming Read (526960 0526980 0.0 Tested ok
0526980 0.0 Encoder 08/01 - Gear 3026
100.7% PRO EB5N
0527080 0.7




PENNSYLVANIA~AMERICAN WATER COMPANY - WATER METER TEST
PENN WATER METER SHOP

920 Mountain Home Road

Sinking Spring, PA 19608

Tel. 610-678-2493

Date: 03/02/2010

District: Coatesville

Comments: Quality Control Test (Neptune T-10 8 Sensus SR-Ii 5/8")
Meters were removed from customer premises,

Amt. Of Flow; 10 Gallons - Low Test 100 Gallons - High Test

Test Rate Flow: 1/4 GPM Low Flow & 6 GPM High Flow

Test PSI: 100 psi
Low Test High Test

Meter information: Meter Read: TAGPM: | 6 GPM: TEST NOTES:
0438120 6.1
Neptune T-10 99.0% Tested OK
Seriallt 7896147 0428130 6.0 Encoder 05/03 - Gear 3026
Incoming Read 043810 10438130 6.2 Auto FE5N
100.0%
0438230 6.2
0883320 49
Sensus SR-11 96.0%
Serial# 48276045 0883320 4.5 Low on low flow
ID# 04309114 0883330 49 1994
incoming Read 0883300 100.7%
(883430 5.6
1798130 0.2
95.0%
Neptune T-10 1798130 9.7 lLow on low flow
Serialff 7246788 1798140 0.2 Encoder 07/92 - Gear 3225
Incoming Read 179812 99.0%
1798240 9.2
0478100 3.0
Sensus SR-14 97.0%
Serialft 51779482 0478100 2.7 l.ow on low flow
iD# 07005331 0478100 3.0 1997
Incoming Read 0478070 100.6%
0478200 3.6
0327770 5.5
Neptune T-10 98.0%
Serial# 77699211 032770 5.3 Tested Ck
Incoming Read 0327740 0327780 5.6 Encoder 02/03 - Gear 3026
100.0% Auto FEoN
j0327880 6.2




PENNSYLVANIA~AMERICAN WATER COMPANY - WATER METER TEST
PENN WATER METER SHOP

920 Mountain Flome Road
Sinking Spring, PA 19608
Tel. 610-678~2193

Dalte: 03-02-10

District: Coatesville

Comments: Quality Control Test { Neptune T-10 5/8" }

Meters were removed from customer premises.

Amt. Of Flow:

10 Gatlons - Low Test

100 Gallons - High Test

Test Rate Flow: 1/4 GPM Low Flow & 6 GPM High Flow

Test PSI: 100 psi

l.ow Test High Test
Meter Information: Meter Read: 114 GPM: | 6 GPM: TEST NOTES:
1683030 0.0
Serialft 32336584 82.0%
Incoming Read 1683000 (1683030 8.2 Low on low flow
1683040 0.0 Encoder 05/87 - Gear 3225
100.6%
1683140 0.6
0021687.40
Serialit 85744707 94.2% 2110.01.07
RF# 1820672991 0021696.82 L.ow on low flow
Incoming Read 0021656.88 [0021696.82 Encoder 03/08 - Gear 3026
RO00i Inside Version 100.1% RF Read 00217970
0021797.00
0164540 0.0
99.0%
Serial# 79038508 0164540 9.9 Tested ok
Incoming Read 01664530 101645850 0.0 Encoder 01/04 - Gear 3026
100.5% Auto FESN
0164650 0.5
(814820 0.1
16.0%
Serialft 000614 0814820 1.7 Low on low flow
incoming Read 0814820 |0814830C 0.0 Encoder 01/89 - Gear 3225
98.2%
[0814930 8.2
0957930 0.0
84.0% Low on low flow
Serial#t 33283449 0957930 8.4 Encoder 07/88 - Gear 3225
incoming Read 0957930  [0957940 0.0
99.0%
0958040 9.0




PENNSYLVANIA~AMERICAN WATER COMPANY - WATER METER TEST

PENN WATER METER SHOP
920 Mountain Home Road
Sinking Spring, PA 19608

Tel. 610-678-2198

Date: 03-04-10

District; Coatesville

Comments: Quality Control Test ( Neptune T-10 5/8" )
Meters were removed from customer premises.

Amt. Of Flow: 10 Gallons -« Low Test 100 Gallons - High Test

Test Rate Flow: /4 GPM Low Flow & 6 GPM High Flow

Test PS1: 100 psi
Low Test High Test

Meter Information: Meter Read: 174 GPM: | 6 GPM: TEST NOTES:
{date 03-02-10) 251570 0.0
95.0% Low on low flow
Neptune T-10 251570 9.5 Encoder 03/03 - Gear 3026
Serial# 77897493 0251580 0.0 Aufo FB5N
Incoming Read 0251530 100.9%
0251680 0.9
0883200 0.2
Serialft 33922211 75.0%
Incoming Read 0883180 (0883200 7.7 Low an low flow
0883200 0.1 Encoder 05/89 - Gear 3226
100.2%
0883300 0.2
0969800 0.1
80.0%

Serial# 32566940 0969800 8.1
fncoming Read 0969800 {0969810 0.2

Low on low flow
fncoder 08/87 - Gear 3225

100.6%
0969910 0.5
2022140 0.0
90.0%
Seriali 32665666 2022140 9.0 Low on fow flow
Incoming Read 20221406 (2022150 0.0 Encoder 09/87 - Gear 3225
100.8%
2022250 0.8
0341260 0.1
96.0%
Serial# 34211596 0341260 9.7 L.ow on low flow
incoming Read 0341260 {0341270 0.0 Encoder 09/89 - Gear 3225
100.6%

0341370 0.6




PENNSYLVANIA~AMERICAN WATER COMPANY - WATER METER TEST
PENN WATER METLER SHOP

920 Mountain Home Road

Sinking Spring, PA 19608

Tel 610-678-2408

Date: 03-04-10

District: Coatesville

Comments: Quality Control Test { Neptune T-10 § Sensus SR-il 5/8”)
Meters were removed from customer premises.

Amt, Of Flow: 10 Gallons - Low Test 100 Gallons - High Test

Test Rate Flow: 1/4 GPM Low Flow & 6 GPM High Flow

Test PSI: 100 psi
Low Test High Test

Meter Information: Meter Read: 174 GPM: 6 GPM: TEST NOTES:
1580020 0.4
Neptune T-10 98.0% Tested ok
Serial#f 30442124 1580020 9.9 Encoder 06/85
incoming Read 1580020 |1580030 C.1
. 100.4%
1680130 0.5
0154970 0.0
Neptune T-10 65.0%
Seriali# 30076571 0154970 6.5 Low on low flow
Incoming Read 0154960 (0154980 0.0 Encoder 02/89 - Gear 3225
100.5%
0155080 05
1279630 0.0
Nepiuneg T-10 86.0%
Serial# 34069880 1279630 8.6 Low on low flow
Incoming Read 1279630 [1279640 0.0 Encoder 09/89 - Gear 3225
98.9%
1289740 8.9
0916560 0.0
Neptune T-10 97.0%
Serial# 77439923 0916560 9.7 Low on low flow
Incoming Read 0916560 0916570 0.1 Encoder 12/02 - Gear 3026
100.7% Auto F65N
0916670 0.8
1285840 0.0
Sensus SR-11 94 0%
Serialt 48808449 1285840 9.4 Low on fow flow
1D# 04779514 1286850 0.1
Incoming Read 1285930 100.6%
1286050 0.7




PENNSYLVANIA~AMERICAN WATER COMPANY - WATER METER TEST
PENN WATER MITTER SHOP

920 Mountain Home Roead
Sinking Spring, PA 18608
Tel. 610-678-2495

Date; 03-05-10

District: Coatesville

Comments: Quality Control Test ( Neptune T-10 5/8" )

Meters were removed from customer premises.

Amt. Of Flow:

10 Gallons - Low Test

100 Gallons - High Test

Test Rate Flow: 1/4 GPM Low Flow & 6 GPM High Flow

Test PSI: 100 psi

Low Test HEgﬂest
Meter Information: Meter Read: 114 GPM: 6 GPM: TEST NOTES:
0801820 0.0
88.0%
Serial#f 32665705 0801830 8.8 Low on low flow
Incoming Read 0801820 0484520 0.0 Encoder 09/87 - Gear 3225
98.8%
0801930 8.8
1735860 0.1
Serial#f 30076470 33.0%
Incoming Read 1735850 [1736860 3.4 Low on low flow
1735870 0.0 Encoder 12/84
99.7%
1735970 9.7
0971770 Q.0
88.0%
Seriali# 32334668 Q971780 0.0 Tested ok
Incoming Read 09771760 0971780 0.0 Encoder 05/87 - Gear 3225
101.4%
0971880 14
1862560 0.1
Seriali 34963325 95.0% Low on low flow
incoming Read 1562560 1562560 8.6 Encoder 05/90 - Gear 3225
1662570 0.0
100.3%
16562670 0.3
1625160 0.0
Serial# 33237392 24.0%
Incoming Read 1625150 [1625160 2.4 Low on low flow
1625170 0.0 Encoder 07/88 - Gear 3225
100.7%

1626270 0.7




PENNSYLVANIA~AMERICAN WATER COMPANY - WATER METER TEST
PENN WATER METIER STIOP

920 Mountain Home Road
Sinking Spring, PA 19608
Tel 610-678-2198

Date; 03-05-10

District: Coatesville

Comments: Quality Control Test { Neptune T-10 5/8" )

Meters were removed from customer premises.

Amt. Of Flow: 10 Gallons - Low Test

100 Gallons - High Test

Test Rate Fiow: 1/4 GPM Low Flow & 6 GPM High Flow

Test PSI: 100 psi

Low Test  High Test
Meter information: Meter Read ! 114 GPM: 6 GPM: TEST NOTES:
0802170 0.0
Serial# 3348913 94 0%
incoming Read 0002160 (0902170 9.4 [.ow on jow flow
0902180 0.3 Encoder 09/88 - Gear 3225
100.1%
0902280 04
0998920 0.0
96.0%
Serial# 33348987 0008920 9.6 Low on low flow
Incoming Read 0998020 0998930 0.0 Encoder 09/88 - Gear 3225
100.7%

0999030

0.7




PENNSYLVANIA~AMERICAN WATER COMPANY - WATER METER TEST

PENN WATER METER SHOP
920 Mountain Home Road
Sinking Spring, PA 19608

Tel, 610-678-2403

Date: 3/10M10

District: Coatesvilie

Comments: Quality Contro! Test { Neptune T-10 5/8" )

Meters were removed from customer premises.

Amt. Of Flow: 10 Gallons - Low Test 100 Gallons - High Test

Test Rate Flow: 1/4 GPM Low Flow & 6 GPM High Flow
Test PSI: 100 psi

Low Test High Test
Meter Information: Meter Read: 114 GPM: 6 GPM: TEST NOTES:
914600 0.0
91.0% Low on low flow
Serial # 33307979 0914600 9.1 Encoder 08/88 - Gear 3225
Incoming Read 0914600 0914610 0.0
100.4%
0914710 0.4
1803210 0.0
97.0% Low on low flow
Seriat # 35648573 1803210 9.7 Encoder 03/91 - Gear 3225
Incoming Read 01803170 }1803220 0.9
101.2%
1803320 2.1
0249940 0.0
82.0%
Serial # 83173599 0248040 8.2 Low on low flow
incoming Read 0249930 0248950 0.0 Encoder 09/06 - Gear 3226
100.2% Auto HBEN
0250050 0.2
2601910 0.1
90.0%
Serial # 36282264 2601910 9.1 Low on low flow
Incomming Read 2601900 26081820 0.0 Encoder 08/91 - Gear 3225
100.0%
2602020 0.0
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