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Q. PLEASE STATE YOUR NAME AND BUSINESS ADDRESS FOR THE 1 

RECORD. 2 

A. Heather S.D. Harrisson, 762 West Lancaster Avenue, Bryn Mawr, PA. 3 

Q. BY WHOM ARE YOU EMPLOYED AND IN WHAT CAPACITY? 4 

A. Aqua Pennsylvania, Inc. which I will refer to as Aqua. I am a paralegal in the 5 

Legal Department.  6 

Q. HOW LONG HAVE YOU BEEN EMPLOYED BY AQUA? 7 

A. 24 1/2 years. 8 

Q. HOW LONG IN YOUR CURRENT POSITION? 9 

A. 20 years. 10 

Q. PLEASE PROVIDE YOUR EDUCATIONAL BACKGROUND. 11 

A. BA in English from Kutztown in 1998; paralegal certificate from Villanova in 12 

2001. 13 

Q. PLEASE GENERALLY DESCRIBE YOUR DUTIES AND 14 

RESPONSIBILITIES IN YOUR CURRENT POSITION. 15 

A. I am responsible for managing the files in the legal department for both civil and 16 

PUC matters. I provide assistance with PUC complaints and Executive complaints.  17 

Q. IN YOUR POSITION, ARE YOU FAMILIAR WITH AND DO YOU UTILIZE 18 

THE PUBLIC UTILITY CODE, SPECIFICALLY SECTION 1501?  19 

A. Yes.  20 

Q. IN YOUR POSITION, ARE YOU FAMILIAR WITH AND DO YOU UTILIZE 21 

CHAPTER 56 REGULATIONS? 22 

A. Yes.  23 
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Q. ON WHOSE BEHALF ARE YOU TESTIFYING? 1 

A. Aqua. 2 

Q. ARE YOU AUTHORIZED TO TESTIFY ON BEHALF OF AQUA IN THIS 3 

PROCEEDING? 4 

A. Yes. 5 

Q. IN THE NORMAL COURSE OF ITS BUSINESS ACTIVITIES, DOES AQUA 6 

CREATE AND MAINTAIN RECORDS WITH RESPECT TO ITS CUSTOMERS’ 7 

ACCOUNTS? 8 

A. Yes. 9 

Q. ARE YOU FAMILIAR WITH HOW AQUA COMPILES AND MAINTAINS 10 

ITS BUSINESS RECORDS? 11 

A. Yes. 12 

Q IS THIS INFORMATION KEPT IN THE ORDINARY COURSE OF 13 

BUSINESS? 14 

A. Yes. 15 

Q. IS THE MAKING OF THE ENTRY A REGULAR PRACTICE FOR 16 

EMPLOYEES? 17 

A. Yes. 18 

Q. IN YOUR POSITION WITH AQUA, DO YOU HAVE ACCESS TO AND USE 19 

OF THE BUSINESS RECORDS WE JUST DISCUSSED? 20 

A. Yes. 21 

Q. WHAT IS THE PURPOSE OF YOUR TESTIMONY? 22 
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A. I will address the allegations raised by Mr. Hillman in his 2023 Formal Complaint 1 

and his testimony provided at the in-person hearing on June 27, 2023. 2 

Q. WHAT IS THE SCOPE OF YOUR TESTIMONY? 3 

A. Judge Heep defined Mr. Hillman’s claim as “on December 9, 2022, Mr. Hillman 4 

began a dispute with Aqua who did not properly respond.” TR 202-204.   5 

Q. WHEN WAS THE ACCOUNT ESTABLISHED IN MR. HILLMAN’S NAME?  6 

A. The Account was effective October 28, 2015. 7 

Q. IS MR. HILLMAN STILL A CUSTOMER? 8 

A. No. He called on December 9, 2022 requesting service be discontinued in his 9 

name effective that day. 10 

Q. YOU STATED YOU REVIEWED THE CUSTOMER CONTACTS. 11 

REFERRING YOU TO WHAT HAS BEEN MARKED AS EXHIBIT HH-1. CAN YOU 12 

PLEASE IDENTIFY THAT DOCUMENT?  13 

A. Exhibit HH-1 is 2 pages of the notes related to complaints for the period August 14 

29, 2023 (P. 1) through January 3, 2022 (P. 2). 15 

Q.           PLEASE BRIEFLY DESCRIBE HOW THE CONTACT RECORD IS 16 

CREATED. 17 

A. The contacts reflect actual contact with the customer. The customer call center 18 

representative inputs data/summarizes issues during the conversation or immediately 19 

following the conversation with the caller. 20 

Q. WHY IS A PORTION OF THE DOCUMENT REDACTED? 21 
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A. The redacted information contains information about another applicant for service 1 

at Mr. Hillman’s prior apartment or contains contacts that are not related to the 2 

allegations regarding the December 2022 calls. 3 

Q. DID THE COMPLAINANT REPORT A NEW FOREIGN LOAD SITUATION 4 

AT THE SERVICE LOCATION AND REQUEST AN INVESTIGATION IN 5 

DECEMBER 2022? 6 

A. No.  7 

Q. MR. HILLMAN TESTIFED THAT HE CALLED AQUA ON DECEMBER 9, 8 

2022. TR. 257. WHO DID HE SPEAK WITH? 9 

A. There were 2 calls. The first was at 10:44 am with Rep Lindsey Yoakum as 10 

reflected on page 1 of Exhibit HH-1, five lines down. 11 

Q. PLEASE SUMMARIZE THE CALL. 12 

A. Mr. Hillman called to close his Account as of December 9, 2022 and the Aqua 13 

call center representative confirmed the address for the Final Bill that would be issued. 14 

Q. DO THE BUSINESS RECORDS REFLECT THAT MR. HILLMAN ADVISED 15 

ON THIS CALL THAT THERE WAS A “NEW PROBLEM” AND THAT THE “HOT 16 

WATER HEATER IS CONNECTED WITH THE WATER.” TR. 258. 17 

A. No. 18 

Q. WHO DID MR. HILLMAN SPEAK TO ON THE SECOND CALL ON 19 

DECEMBER 9, 2022? 20 

A. The second call was with Call Center Supervisor Ashley Clemons at 11:13 am. 21 

Q. PLEASE SUMMARIZE THE CALL. 22 
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A. Mr. Hillman called back to confirm that service was ending December 9, 2022 1 

and explained he had not paid his bill since Aqua did not prove the usage was coming 2 

from his apartment to the meter.   3 

Q. DO THE BUSINESS RECORDS REFLECT THAT MR. HILLMAN ADVISED 4 

ON THIS CALL THAT THERE WAS A “NEW PROBLEM” AND THAT THE “HOT 5 

WATER HEATER IS CONNECTED WITH THE WATER.” TR. 258. 6 

A. No. 7 

Q. MR. HILLMAN TESTIFED THAT HE CALLED AQUA AGAIN ON 8 

DECEMBER 28, 2022. TR. 194. WHO DID MR. HILLMAN SPEAK TO ON 9 

DECEMBER 28, 2022? 10 

A. He spoke with Rep Lindsey Yoakum at 3:17 pm. 11 

Q. PLEASE SUMMARIZE THE CALL. 12 

A. Mr. Hillman called because he had not heard from the billing department 13 

regarding his billing dispute.   14 

Q. WHAT HAPPENED NEXT? 15 

A. The call was dropped. 16 

Q. DO THE BUSINESS RECORDS REFLECT THAT MR. HILLMAN ADVISED 17 

ON THIS CALL THAT THERE WAS A “NEW PROBLEM” AND THAT THE “HOT 18 

WATER HEATER IS CONNECTED WITH THE WATER.” TR. 258. 19 

A. No. 20 

Q. DID MR. HILLMAN FILE AN INFORMAL COMPLAINT IN 2023? 21 

A. Yes. 22 
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Q. REFERRING YOU TO WHAT HAS BEEN MARKED AS EXHIBIT HH-2. 1 

CAN YOU PLEASE IDENTIFY THAT DOCUMENT?  2 

A. It is 4 pages. Pages 1-2 are the opening report and 3-4 are the closing report for 3 

BCS Decision No. 3882309. 4 

Q. REFERRING YOU TO PAGE 1, WHEN WAS THE INFORMAL OPENED?  5 

A. January 3, 2023. 6 

Q. HOW DID BCS CATEGORIZE THE COMPLAINT? 7 

A. Billing dispute. 8 

Q. PLEASE SUMMARIZE WHAT WAS ALLEGED? 9 

A. Mr. Hillman stated he wants service out of his name; disputes bills; wants to open 10 

a billing dispute; believes he was charged after service was taken out of his name.  11 

Q. WHEN WAS THE MATTER CLOSED? 12 

A. January 25, 2023. 13 

Q. PLEASE SUMMARIZE THE BCS RULING. 14 

A. BCS issued a verbal ruling finding that Aqua properly discontinued service 15 

effective December 9, 2022. Account was not billed after December 9, 2022; informal 16 

involved water service not gas or electric; authorized closing of Informal and he will file 17 

formal complaint to “sort it out.” PUC does not have jurisdiction over landlord/tenant 18 

disputes.  19 

Q. REFERRING YOU TO PAGE 3, DID BCS CITE AQUA FOR ANY 20 

VIOLATION OF CHAPTER 56 IN THE HANDLING OF MR. HILLMAN’S 21 

ALLEGATIONS? 22 

A. Referring you to page 3,  next to violation is the word “NO.”. 23 
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Q. MR. HILLMAN TESTIFED THAT HE WENT TO AQUA’S OFFICE IN BRYN 1 

MAWR, PA ON DECEMBER 30, 2022. TR. 202. DO THE BUSINESS RECORDS 2 

REFLECT AN IN-PERSON VISIT FROM MR. HILLMAN IN 2022? 3 

A. No—the business records reflect that Mr. Hillman came to Aqua’s office on April 4 

25, 2019. He spoke with Aqua representative William Kelly in the Lobby regarding the 5 

alleged foreign load issue at the Service Location. 6 

Q. IS THERE A RECORD OF THE APRIL 2019 VISIT? 7 

A. Yes. There is a record of all visitors to Aqua’s Bryn Mawr office.  8 

Q. THE COMPLAINANT ALLEGES THAT COMMISSION REGULATIONS AT 9 

SECTION 56.151 REQUIRES AQUA TO IMMEDIATELY RESPOND TO A 10 

DISPUTE. TR. 259, 306. WHAT IS YOUR RESPONSE? 11 

A.  The timeframe specified in Section 56.151(5) is 30 days of the initiation of the 12 

dispute, not immediately.   13 

Q. DID AQUA VIOLATE COMMISSION REGULATIONS, SPECIFCALLY 14 

SECTION 56.151, IN THE HANDLING OF THE CONCERNS RAISED BY MR. 15 

HILLMAN ON DECEMBER 9, 2022 AND DECEMBER 23, 2022? 16 

A. No. 17 

Q. PLEASE EXPLAIN. 18 

A.  Section 56.151 does require Aqua to issue a report. That report would be due 30 19 

days from December 9, 2022 or January 8, 2023. However, there was an intervening 20 

event. BCS notified Aqua of the Informal Complaint on January 3, 2023. Aqua submitted 21 

its Report to BCS on January 6, 2023 as required by Section 56.152. 22 
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Q. DID AQUA VIOLATE THE PUBLIC UTILITY CODE, SPECIFCALLY 1 

SECTION 1501, IN THE HANDLING OF THE CONCERNS RAISED BY MR. 2 

HILLMAN ON DECEMBER 9, 2022 AND DECEMBER 23, 2022? 3 

A. No. 4 

Q. PLEASE EXPLAIN. 5 

A. Aqua is required to provide reasonable and adequate service which it has 6 

provided. Mr. Hillman makes allegations without any proof and has attempted at every 7 

turn to try to revive the dismissed foreign load issue. 8 

Q. DOES THIS CONCLUDE YOUR TESTIMONY? 9 

A. Yes. 10 

 11 
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