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File #: 126894
January 13, 2025
VIA OVERNIGHT DELIVERY
DATE OF DEPOSIT
Rosemary Chiavetta, Secretary
Pennsylvania Public Utility Commission AN 13 70
Commonwealth Keystone Building / 3 2025
400 North Street, 2nd Floor North PA PUBLIC UTILITY COMMISSION

Re:  Pennsylvania Public Utility Commission v. The York Water Company
Docket Nos. R-2022-3031340, ef al.

Dear Secretary Chiavetta:

Enclosed for filing on behalf of The York Water Company (“York Water” or the “Company”) in
the above-captioned proceeding is the Company’s updated training materials. Under Paragraph
54 of the Pennsylvania Public Utility Commission (“Commission”) approved Settlement in the
Company’s 2022 Base Rate Case, York Water “agree[d] to update its training materials” and to
“submit the updated training materials within two (2) years of a final order in this proceeding.”
York Water respectfully submits the enclosed copy of its updated training materials pursuant to
Paragraph 54 of the 2022 Base Rate Case Settlement.

Copies of this filing are being provided to all parties in York Water’s 2022 Base Rate Case, as
indicated on the Certificate of Service.

Respectfully submitted,

DR
Enclosures

cc:  Certificate of Service
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Introduction

In an effort to make our customer service experience consistent and ensure our team
delivers the highest level of care, we have enhanced our comprehensive customer service
training program. The program is designed to provide our team with essential skills and
tools needed to consistently meet and exceed customer expectations.

As a new hire within the Customer Service Department, the following will occur within the
first two weeks of hire:

- QOrientation with Human Resources
- Training onsite with an experienced Customer Service Representative for two weeks
as described in the attached program documents

If the new employes is a field technician in the Customer Service Department, a Field
Customer Service Representative, they will also undergo field training after initial
orientation is completed and will proceed to the field after approvat by the Vice President
of Customer Service.

Additionally in the first year of employment, a new hire is exposed to other departments
through shadow days at those facilities. Those facilities include:

- Filter Plant located on Grantly Rd.
- Distribution Center

- Brillhart Pumping Station

- Awastewater treatment plant

Throughout the calendar year, all new hires will participate in the department meetings and
training sessions on a variety of topics. The schedule of meetings and training will be at
regular intervals on an as need basis. Each meeting will require a sign-in sheet to
document attendance.



Two Week Training Module

This training covers the first two weeks (10 days) of employment for a new hire within the
Customer Service Department.

Week 1: One-on-one with an experienced Customer Service Representative

Day 1 - Day 2: Review of training binder; Introduction to YWC organization; Introduction to
systems such as Oracle, Paymentus, Neptune 360, Computer Drives, Email, TEAMs, etc.

Day 3 - Day 4: Show and explain how to: process applications, work orders, start and stop
service requests, turn off and final work orders, etc. *Note: by end of Day 4 begin hearing
calls taken by the trainer. This is where the call flow should be explained in detait*

Day 5: Continue hearing calls taken by the trainer. By the end of the day, have the trainee
navigate YWC systems while trainer speaks to customer.
Run skill assessment and ask the trainee to locate where certain items are:

» Whereis the account balance

« Where is a bill found

« Where do you process payments

+« Where do you create work orders

« Where doyou schedule a turn on appointment

Week 2: One-on-one with an experienced Customer Service Representative

Day 6: Review binder and past week’s information. Continue the navigation of systems
while trainer takes calls and this includes the processing of notes, work orders, payments,
identification of complaints, etc.

Day 7: Review methods of communication and who/what/where to communicate. Review
the website. Review Boil Water Advisory and Lead and Copper obligations. Introduction to
other systems like GIS. Set up of trainee’s workspace will begin on this day with efforts by
the IT department.

Day 8: Restate the call flow process and role play to practice. Questions can be reviewed
and asked. The Senior Customer Service Representative to observe completion of tasks on
their own and sign off on checklist. *Note: by this day the trainee should be taking calls
‘with customer. Assistance will be close by for review. *

Day 9: Trainee should be taking calls all day with supervision and observation by the
experienced Customer Service Representative.

Day 10: Trainee should be taking calls all day with the trainer monitoring from afar via call
monitoring technology.



Field Customer Service Representative Training

After completion of initial Customer Service Qrientation, a Field Customer Service
Representative witl enter the field with another experienced field employee for training.
Supervision makes the decision when to begin the field training for this cétegory of
employee. The field training typically takes two weeks (10 days) to complete.

When the employee enters the field for training, they will shadow an experienced field
employee, and he/she will be exposed to additional duties. In training, the employee will be
observing and then performing the below tasks under supervision of an experienced field
employee:

- Company phone set up

- Company truck assigned and driven to service territories

- Company truck fuel code used

- Use of field technology such as applications and emails

- Use of equipment and tools such as meter reading receivers, curb box keys,
hammers, metal detector, etc.

- Completion of work in the field to include turning services off, obtaining meter
readings, shutting off for non-payment, restoring services, opening curb boxes,
posting delinquent notices

- Completion of work orders for every assigned task

- Complete delinquency postings at addresses

When the experienced field employee is comfortable that the new eMployee is competent
to complete the required duties set above, he/she will sign off the field checklist/training is
complete.



Cross Department Shadow Days

In alignment with exposure to operations of the company, the betow shadow days/field

trips of facilities are arranged within the first year of employment. Note: Supervision makes
the decision to add additional options if a need is seen.

Filter Plant on Grantley Rd. tour: Team members will see the filtration and
distribution of the water source through the tour led by Water Quality technicians
Distribution Center shadow day: Team members will shadow other company
employees handling different business needs; this department works closely with
Customer Service and the exposure will connect different areas of the Company.
Brillhart Pumping Station: Team members will shadow other company employees
handling different business at a water pumping station; an understanding of the

‘water flow chart includes our pumping stations.

A wastewater treatment plant: Team members will shadow a wastewater treatment
plant employee at a wastewater treatment plant; an understanding of the
wastewater treatment process relates to the services provided by the Company; the
tour may be at any plant in any of the 4 counties served



Schedule of Training Topics

The Customer Service Department a broad spectrum of issues from internal and external
sources. The below schedule is a guide to ensure review of topics continue to take place.

Note: the topics of the meetings are at the discretion of supervision.

Training Schedule

Weekly

Bi-
weekly

Monthly

Quarterly

Annually

Ad Hoc

1 0on 1 Coaching

CSR Perf. Metric
Review

Team Meeting

Regulatory
Refresh

Payment Plans

>

>

Customer Call
Flow

YWC Education
Updates

CS Skills/
Emotional
Intelligence

Cross-
Department
Collaborations

Customer Rights
and
Responsibilities
/ Protections

Lead & Copper
Rule updates




Trainings Completed in 2024

The trainings and meetings in 2024 are listed below. The topics covered department and
company needs:

Training Topics Date Attendees
}‘ completed
Lead & Copper Rule February 16,

Update 2024

Collaboration- Filter Feb. 27, 2024
plant

Payment March 27, 2024
Arrangements

Customer April 10, 2024
Protections- Medical
Certificates

Customer April17, 2024
Protections- PFA

Customer Call Flow June 20, 2024

Collaboration- Lower | September 19,

and meter Repair 2024

Shop

Collections October 23,
2024

Collaboration- Filter (| October 24,
plant 2024




Trainings Schedule for 2025

In preparation for 2025 and in accordance with the Schedule of Training Topics described
previously, the outline below is the intended trainings and topics for the Department for
2025,

Note: supervision may update on an as needed basis.:

Weekly Bi- Monthly Quarterly Annually
weekly

1 on 1 Coaching X

CSR Perf. Metric X
Review

Team Meeting’ X

Regulatory Refresh: X-Q2
Landlord/Tenant Act.

Regulatory Refresh: ' X-Q4
Hot Water Heat
Season

Payment X-Q1.
Plans/Agreements

Customer Call Flow X=-Q1

YWC Education X-Q3
Updates: In
Collections/Credit
Reporting

C5 Skills/ Emotional X
Intelligence

Cross-Department X-0Q1,Q2,
Collaborations: Filter Q3,04
Plant

Cross-Department X-Q3
Collaborations: Lower
Shop/Meter Repair

Customer Rights and X-Q2
Responsibilities /

Protections: Medical
Certificates and PFAs

Lead & Copper Rule X-Q2,04
updates
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11.
12.
13.
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15.
16.
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f. Protection from AbuSe Order ..........vvvcevieniresevmsciionne
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Customer Service Training Qutline

A,

Al

Our Comgany
Intro to Customer Service
a. Front Office Staff
i. CGR's
ii. Cashler

ili, Customer Service Manager
Meter Reading Department
Collections
Mail Room
Billlng Department
IT Department

o ppoT

Intro to Management

a. Vice Presldent of Human Resources
President and CEO
CFO
Vice President of Customer Service
€00
CAO and General Counsel

~oapgo

Qulck Review and Exposure of Company
a. Shadow Meter Reading/Coliectors
I. Terminations, Postings, starts/finals, turn offs, complaint orders, etc.
b. Shadow w/ Distribution
I. Meter exchanges, Turn on’s, maln cleaning-relining, Main extensions, etc.

Dverview
Tools Tralning

a. Overview of Oracle
b. Overview of Paymentus
c. Overview of Neptune Software
I. Fixed Collectors/On demand reads -
d. Overview of ZAC software/phone system

Rules & Regulations
a. Overview of Chapter 14 & 56 (will read in free time)

Department Specific Training

Maln Duties
a. Phone calls .



b. Emalls, volcemalils, applications - 1 day priority

B. Phone Calks ,
8. Collections: extensions, amount due, shut off date _
b. Start/stop service: curent customers, new customers (multi vs single; continuous
service) '
Low pressure
High consumption: |leaks/toilets
Refund checks
Water quality
Settlement companles
Sewer/Refuse

F® o anon

C. Payment Options

Paymentus: One time & scheduled payments
TAP {Timely Automatic Payments)

Ovemight Drop box

In-person payments

‘Online banking/corner store payments

s a0 o

D. Work Orders
a. Service requests (all types of work orders)

E. Application Process
a. Online &in person
b.. Oracle Entry
¢. D & lease/deed verification
d. Searching for previous accounts & balances

F. Emall Tralning
a. Online application process
b. Voicemalls
¢. Other customer service emalls

G. Collections

Multl vs single unit postings

Terminations

Promise to Pay

User w/o contract

Write offs

In Collectlons

Medical Certificates

Social Services (St Matts, Salvation Army, Communlty Progress Council, etc.)

Se m"p a0 Op



H. Payment Agreements
a. One-time vs ongoing
b. Eligibility
c. CICPA
d. Delinquent PA customer
. York Water Programs
a, Service Line Protection Plan (SLPP)

h. Customer Asslstant Program {CAP)
c. York Water Cares

). Sewer/Refuse
a. Owned and Operated by YWC vs Bllling agent

Where to find in My Computer

A. Customer Service {I) drive:
a. Shut off list
Scanned applications
Blank applications
Medical certificates
Leases
Landlord Agreements for Cont. service

e oo o

B. Shared (W) drive:
a. Turn on schedule
b. Meter schedule
€. Payment Agreement () drive:

a. If a PA customer has recelved a shut off notice
b. How much their shut off notlce is

Where do | go and what do | do when a customer as!

A. What is my balance?

B. WhatIs the minlmum | can pay?



) would Tlke to end my service.

. 1 would like to start service.

I think my plpes are lead.

I need to get my water turned on.

. Why don’t | have any water?



Areas of Service
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The York Water Company
Application for Service

Effeclive Date Las! 4 digits of your Social Security Number Account Number

I'We request water service to
the properly al

{ / We agree to pay and to use the water service according the the Rates, Rules and Regulations or Tarlff of the Company,
as filed with the Pennsylvanla Public Utility Commisslon, which are now in effect or will become effective in the future.

The York Water Company will approve this application when you pay, or make arrangemenis to pay, any unpaid charges
for services within the past four years.

Home Call

Work Email Address

{Used for internal purposes only}
Singte Unil Mulii Unlt

Signature X

Class of Cuslomer Water Is Used to Heat Your Home
This daes not include the water heater

Residential _Yes Print Name X
Commercial ___No
Industrial
Public Malling Number and Streat
PublicFlre Pump Installation . ‘”}dd“ﬁi“
PivaleFlre Resldential Fire Sprinkler Servica Address I City, Stato and Zip
*Papertess Billing (Requires Email) Issued 3rd Party Card
Yes Yes Former Number end Straet
No No Address
_— 1 Prior York Wa'ter
Ratepayer Is: Please Check One Below Customer City, State and Zip
Are r¥°u paying lor another
apa mentiunil's waler use’?
RENTER Yes No If Yes, Number of Units
Landlord's Name
and Address
LANDLORD Tenants Name Address
*Conlinued Service
Number of Units

OWNER  Ratepayer and members of household are only occupants AND are nol paying or receiving rent.

Noles:

YORK WATER COMPANY OFFICE USE ONLY
Type Of Service

Resldential Bliting Method Township or Boro

Price List Bliling Cycle Meter Number
T Gravity T Typeof Service

Repump Tax Code Intlats:

17




7131/24. 1:07 PM Landiord / Owner Conlinuance of Service - The York Water Company

AN

LANDLU0 L OVWRER CONTHIUAMCE QF SERVICE

tee b LANTEOr 18 3 B3 Rt Walet A Wonlearier Fuita B Laafnd /Qvoner Cont e wmge 2 Sence

LANDLORD / OWNER CONTINUANCE OF SERVICE FORM

Lequett 147 €T LAusrre ef senage 13 PrGREMy Owners and maAdiers dir § sroccapken penops

b Eamare 2

(AT Las

Pirase read the fobowing Terms and Conditions Fingas.or
{THagee v (e beloa T¢enm ana Condaon

T L T L g T T LY e T R R L L PR L LI R F sy LI e XL EEY AP T L TIPE LY YRTE L TR

L The =30 Wane{ €L 7 (A8, MOy CATASERT 39 7.0t g A M G0 Aty Sl L Er i f AT AT 0 6379 O = & 13 rm

AT RO AI LR Eay TFF wal L1t s S B g et TRE fta A

HCGTE Ry m P PEI I W 1™ wr ey G My Yerra, T (e 14y m L e ALY Sy i AR P stk B AN S S g 1y

D Vet i F O I 0 D0 33 e ST LaT &6 E WSt £ Y A7 A TF Sk ATy < ACLIE N AT o e o,

@ amd A n Rty AP R s rter £ty et S3aE4y 07 1| e e Ty (e LG By £ gt o]

TP e ST T TSP U LI T JTPORP SV PRI ICY I ESRLY TTIOF SIRMPRUeRCRTTI ST TSNP PSR T Y PN

Completed by Date

madddypyy

irat [LH]

Gilis to be maiked wo the followling address jvegure

RIS LT T

Aggrrat A §

[oeress
iy Tate
2R Cagt
Phone roz Emall

Piease list the addresses you mulﬂrlaie placed back into your name per this dgreement if a (enant requests (0 BNd SEIVICE. ¥ rumes

subaniy

Emergency

Current Qutages

hitps:#www.yorkwater.com/customer-serviceforms-for-water-wastewaler-servicellandlord-owner-continue-of-service/
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BICURn e ": [

" Customer Ham 5
. Customar@: B{lng Mu’rnu
Sendce Address: Owrida? "

¢ ?wt'b-‘ il T i

Phono i‘

i YWC Sower Cusf Nhrcbor OF EDU

Cusl Acet Aich: Bile Alch:

Cust. Closn: fiing Mathod:
Cust. Site Status Billing Cycle:
, Lecation Status: Laal BiE:
} TovmahipfBoroug Biling Dsle:
) Haal: Accouni Stotus:
3 Pary. Bill Yo Site Uz ID;
' Fﬁca Lisl Nama: Tax Code;-

: Continue Senice:, Paymonl-Methad:

' : No_of Esimalas;] Woelghted Avprage-

Sarvice EN. Date: Payment Adreame
E " Meter Mo: Moler Pil Yes/Ha:
' " Motar Inst Date: Logation:

Meler Miy: Unlgun tocationt:
Mater Size: Unlgun Location?:
MIU Mo; Unigun Lecatiand:
MU Insl Date: Unigun Locationd:

MU /Out: Rouie Number;

T R I SLPP Apglcation

! ';coumDetulll Emmnuhlorv l1

ark § "t | eapfow | PocieFne | SewcoRes | custpigs )

l_ﬂ;, Do MNoT Yoen off

Fi/m,f leag ”‘l‘/ 4 Slapk  read é%t o
WW/ Jandl lord




7731724, 1:07 PM Timely Automatic Payments Program - The York Water Company

A .

TIMILT AUTORATIC PAYMENTL PROGRALI

T e s Leumeei dree e v Pey W DI 8 Limgy Aderan g mons Progra

Ervolt In or Discontinuc Automatic Payments

York Water's Timely Automatic Payment Program Is catied TAP, You can gntoll in of discantinug your automaut payments weth the forms heim@-‘,

ENROLL IN TAP

Whe can envoll in TAP?

A Yotk Waker customers tan-enroll m TAP, Vris Inchudes York Hater water and WASLEWIES CUMOMETS, SPrnE GArEEn Townehip wistewaler tuitomens. New Siem Bortugh
wasiewater eusigmers. and City of York sefuse (ustomery.

When will automatic payments begin?
Wehan you camplete the TAP enrallment tore, It paymments gy ol beghn cight vy, Check your next Yark Water bill, When you'are enealled n TAP. v il prind a
message on your bil 10 fet you knovs thel enrcliment is complete and that we will deduct the amount due from your bank account on the die date.

What do | do If | have a question about my hill?
We wil continue 19 send you a manthly biling statement. The statement will arrive well before the utomatic payment iy withdfm'ﬁpm your account If you have any
questions aboul your biling statement, contact our Custormer SErvice team right away 5o we £an resolve your mguiry before Lhe Jutomatc paymenr date.

TAP Enroliment Forms
‘Complete a TAP enrallment form: -

+  Encoltin TAP Jor ViMer Serdce
« Enrollin Y&F for Vastewater O Refuse Soevite

DISCONTINUE TAP

Who can discontinue TAP?
All Yark Water cuslomerns tan diontinue TAR if they have enwolled in the program. This includes York Water er g ers, Spring Garden Township wastewarer
customers, New Salem Borough wastewater (ustomers, and Cay of York refuse customers.

TAP Dlscontinuance Forms
Fill out & form below to distontinue your wates, wastewater, of refuse bl Jutomabic payments.

» Dicootinge TAL loc ater fenvice
+ Dugewtinye TRP for Vinzieyaler o Belyye Yeivce

hitps:/fwww.yorkwater.com/customer-service/pay-my-billtimely-automatic-payments-program/ 12
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‘{{&“ TIMELY AUTOMATIC PAYIMENT “TAP” SYSTEM

With the “TAP” System, you will continue to recelve a monthly water statement. A copy of your water blll will arriva bafore the
payment 1s due. If you have eny questlon, you will have sufficlent time to contactus for clarification.

1emply fill out the section(s) that apply to you. We will print a message on your bill when you are enzofled. On the due date, we
will deduct the amount due from your bank eccount. If you have any questions, pleasa call our Customer Servica Department at
{717) 845-3601 or our Toll Free number 1-800-750-5561 weekdays from 8:30am to 5:00pm,

PLEASE FILL QUT PERSONAL INFORMIAT(ON BELOW
Customer Name:
Service Address:
City, Stata, le.
Emall Address: e ; -
Phone Number: H::;la :
(please Include areacode) - - - - Work T T

Choose your option(s) balow
WATER SERVICE ONLY
Customer Account Number (as it appears on the water blli)
Financial institution Name: e
Financlal Institution Acct. No, O Checking Acct,
(ENCLOSE VOIDED CHECK) O Savings. Account
Flnanclal nstitution wumber

L WASTEWATER SERVICE ONLY
tustomer Account Nurmber (es It sfipears on the water bill)

f Financlal Instltutlon Name: o

tinancial lnstltutlon Acct, No, O Checking Acct.

(ENCLOSE VOInEn CHECK) O Savings Account

Flnam:lal lnatltuﬂon ﬂo_uung Number,

*Payment Authorization®

By selecting this box, | authorlze The Vork Water Company to Instruct my firanclal ta make payments from the account(s)
lsted above. 1 understand that | may discontinue this payment service at any time by notlfying The York Water Company,

e e Go Paperless! Save Paper! Reduce Clutter
seas: - : * Recelve your water or wastewater blll onlinet
"""" ] Sign up for this service and we will send you an Emall
A - e : whan your blll Is avallable,
ATy afalbg b

—— Check herea to sfgn up for paperless bililog. Or signup
on our wab site @ www.yorkwalay.com

Benk Routing Pnnk Aceount  Lneue *Requlres Emall Service
Numbeor Numbar Mumbos
THE YORK WATER COMPANY
130 E. MARKET STREET
YORK, PA 17401-1219
EMAIL: CUSTOMER.SERVICE@YORKWATER.COM
e - — e
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Customer Nama:
Cuslomer # -
Service Addieas:

YWC Sovar Cus

Cust. Class:
Cust. Bile Status
Locelian Ststua:

¥rd Pany:

Price List Nama:
Continue Serdce:
No. of Eatimates:
Sendce Ef. Dato

Metor No:
Mater Inst Oate:
. Meter Mfgr
Moter Bize:
MU Mo: !
MU inst Date:
MY InfQul:

Biling Addregs:
Owonlde? *
T
Phone #:

Number OFEDU's ;

Oiling Méthod:
Eilllng Cycle:

Last 88

Billng Drte:
Accqunt Slatus:

Bill To Bite Use ID:
Tax Gode: i
Payment Mllhgd:’
Wilghted Avtage:
Pagmant Agraeman!

Metér Pit Yea/No:
Locatiot}

Unlgu Locatlant:
Unlgun Location2:
Unlgun Lecatlend;
Linigun Locatlond:
Rovté Number:

8LPP Applcetion |

i Previous ! Wed

:'_ﬁuﬁlﬁgéﬂ['aﬁ;;;}iﬂﬁ"'[“ Compdta || Tap ]F_B'af#b% ‘].-l—’fmrlfr-[ ginceReq | CustRags _}




The York Water Company

. Water Service Line Protection Plan
*That gc;gg;(‘t:rk water”
16

Did you know that you are responsible for any maintenance on the water service line from The York Waler Company's shut-off
valve at the curb line into your house? Although infrequent, when there is a problem on your service line, it could cost over
$2,000 to repair and may restrict access to the water for the days it takes for you to contact a plumber, schedule an appointment,
and then have the repairs completed.

Over the years, our customers have asked The York Water Company to provide a voluntary program where The York Water
Company would assist with those repairs. We offer this “peace of mind™ program to our customers for a small monthly fec of $5,
or, if you sign up for a full year, it is $55 (like receiving a month freel).

Benefits of the program;

v What is covered; Repair/replace the teaking or broken service line

Repair/replace any driveway, sidewalk, or lawn areas that are disturbed during the repair
Costs covered per year: up to $3,000

12 month guarantee on all work performed

No deductibles

No special numbers to call, just call into our office or 24-hour emergency number

We pariner wilh local plumbers who live in our area and can respond quickly to your needs

AR NN NN

Monthly Fee: $5, or pay for the full ):'ear. upfront, and only pay $55 (a $5 savings!) ;

Apgain, this is a voluntary program. Not only does il cover all costs for a Lypical homeowner’s service line repair or replacement,
but it gives you peace of mind with one phone call to The York Water Company!

[f you have additional questions, please contact Tyler Clemens al (717) 718-2979 or email tylerc@yorkwater.com.

The York Water Company

e P e D D I e T T e T T T e T D e e T Y T e e W D T e O G S e et e e e e e -

YES! Sign me vp for The York Water Company Service Line Protection PMan!
Please read the Terms and Conditions for plan details.

Name [E-mail: | prefer e-mail notiftcations
Customer Account Number (from your water bill if availablc) Fhone:
Scrvice Address Sireet
City, State, ZIP
Billing Address (if different from seryice nddress) Streel

City, Siate, ZIP

Select a Payment Method:
I. Send a check for $55 for 12 monihs, payable to “The York Water Company™.
© 2. Autamatically withdraw $5 each month. Send a check tor first month’s fee and we'tl set up a monthly aulomatic withdeawal.
3. Automatically withdraw $55 once cach year. Send a check for the first year’s annual fee and we'll set up an gnnual automatic withdrawal.

*Once a payment has been set up, we will send a confirmation notice via email or letter, which will initiate the Protection Plan,

Signature for Automatic Withdrawal Payment Date

Please send completed application to: The York Water Company Customer Service at 130 East Market Street, York, PA 17401,

THE YORK WATER COMPANY 130 E MARKET STREET YORK, PA 17401
TEL.{717) 845-3601 FAX (717) 852-0058 wawvwyorkwater.com
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lnv v Due
 Dare_ _ Date
18NOV21 12.DEC2T
1BOCTH 12ROV21
11.5EP.21

19.JUL21
WBIURZ 133ULT
WMAY2ZT UJUN21

T 18.APR21 T 14mAYE
18MAR21 12APR21

18FEB2T  15MAR2Y
1508877 DS.FEB

12.0cT21
0AUG.H 4.SEP2T
13-&06-21

Billia Hu‘ah«ax Sleck fom Pt Reg

Tax Txx Tax .
JAmY | Mame2  Amt2
62 FA Surchargo ‘.0
S4.PA Surchnrge e
T TaPa Surchnrgo o
A3PASurcharge 0
A0 PA Surcharge .0
"7 T 60'PA Surcharges | 0
- 00°PA Surcharge = . .0
00 PA Surcharge 0
T2 PA_stTr"ciur'g'e T

Lae Canrent Read Read Tax,
Gross__ Peyment  Adusiments  Credits Deixts . Charge =~ Chage = Use Read__ _ Dste _._Code Name1
238 25.41 0t 00 00 o 277 1500 52600 12NOVZT CompanyReed DSIC
2541 P07 T O ) 00 “ao 7 T1700° 51300 1200121 ComparyResd  DSIC
Csas T b 04 00 o “adr T U7 4950 1X5EPE Company Read 6'§:E—
%200 27, o .00 g0~ M’ Bari 1500, @S0 18AUGH ComponyRead  DSIC
27 7 ar, T W .00 20 00/ T BaT T 156 | 4B0S0AIJULZT Company Reod  DSIC
=@ Bn. ) 50 o0 %627 2,000 44500 14JUN.Z 'CompanyResd  OSIC
an o B ot “e0 [ T R 2! 1,500° 42500 TAMAY-H iCompany Read  DSIC
w3 23w e 7T e, T e oo LY 1,800 41000 13APR2! CompanyRead T
22 2.2 T g0 o e T @ T 1z 39200 12MARZT CompanyResd  DSIC
22 s 'y B T ™ FRv1] “1.400° 33000 MFEB21 CompanyRend  DSIC
W o & £ o T Y mmg__cépaw Read  BsiC
) f
irrants Dalafls -[

"oz PA Surchnrye. L
01 PA Surcharge 0



e Y Q fate
130 EABY MARKET STRECT, 60X 13689
YORK; PENHI\'LVARIA imﬁm

3433401

Group Numbor:, Load Number: [~

Senice To:

Mail To:

T g B T
lnvoice Numbar.
invoioe Date: [ZIUNZT
Account Numbar: _
Ploase Pay: [T
Due Date: ATJUL0TT

ICurrantWa(er Chama

el S

Custamer Cherge

Bl Period: FSTIAYADT. " . EJUNIT Township: [ -

Mter Size: (Mofdr $fzo 618X/ Inch: | S

[Reside O ; il LSRR

] etarRﬂ%ﬂ_ EJ hisrmedlon, . . _ . _ I

Icqmpsrw R .

meompgnv&ead e 124,504

[ B : T :
=G'S|‘l'&ﬁi"§i'l'i§'i"'“'"_"""* T ”—_"r _____ 4,600

46,00  Asmount of Last Bilt: T 153,26

nohce

1= 3%

Q5 =TAP customer last wbul! Signed upﬁr'@ap&rm

9 ¢ = non TAP enstormer *

TTTTTTAgI eALx 1T 00944331 204D YouPaid: [~ .00
o oeALxl B [ _ Adjustments Since Last Inv: L. o _00
i GALx [T Cradits: ____QO
:[- e GAL“{ ...... ' Dablte: .00
: ................ g:t X ; - N S Total Adjustmants; |~ .00
. X et ezt

-— - e B e BalOflastinv: | | 74,26
r GALx | r Late Charge: [ 1.92
[Gurreni Water Charge [ "56.40 ICurcont Weter Charge . [~ 36,40
e IPA Surchdead . L O
R | x| A bsec . , 00
{ _ M ox ,o,mnuonf Tl - -
T T ax 09003 { o r— o
T Oxf—'ﬁ'ﬁﬁfﬁmr'—' g0 T A
e oo . & R |

Total Amount Due: | 11258
/ : i - V\O'Hbe
e D= 10 day 3= Normal

0a —:pataa'&SS‘ bill -'hj

Somne 4
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PAYMENT AGREEMENTS

When to set up a payment agreement:
¢ Customer who has been issued a shut off notice
o Customer who is past due and exhausted options such as an extension for a promise to
pay
=  Past due balance can'be less than $200.00
» Remember this option helps a customer work on the past due and ease the shut
off burden of one large lump sum and be able to pay overtime
o Customer who has gone through a change in circumstance {loss of job, leak that has
been repaired, additional household size)
o Customer who has not been set up on a payment agreement in the past

What happens once on a payment agreement:
o If the monthly payment agreement is not paid by the due date, a shut off notice is
generated and mailed to:advise of the past due amount and the shut off date
»  This will happen each and every month
»  Terms are to pay each month the agreed payment agreement amount
* Unlike a non-payment agreement customer where the notices are
generated after 60 days past due, a payment agreement customer has
shutoff notices sent each month when past due
o Postings continue for these customers if not paid as well
o Extensions, assistance options, etc. can still be eligible to customers
» Look for correspondences on this via collections department

Where do | find information on customers on payment agreements:
o The payment agreement drive ()} lists all customers who received mailed notices
o Oracle adjusts their status to show Payment Agreement when actively on one
o Correspondences through collections department

27
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Income & Expenses

Monthly Tetms

SERVICE ON

FIRST QR SECOND
PA CRPAID OFF
AGREEMENT.

AFIER 2 GOODPA'S
OR BCS AGRFEMENT.

LEVELY LEVEL 24 LEVEL 2B LEVEL 3 LEVEL 4
Linzited ebility 1o pay. Limired zbility to pay. Lirmnited ability to pay. I expensed axend I¥ expetrsed exceed
Review Sect. 8hoing, - ncome, desaliow tdephone income, disaflow .
My hove fewer expenses. bills higher them $25, CATV telephone bills
Ttigher Sm $20, credit chirges, bigher thon $25,
Erzgitye: remitals : CATYV higher thom
jo firmitore rentnls.
51 10 15/t ples $15 to S40vimth phs $15 to $40/mth phos $40 to $100/msh phos $100fmfh pins
CB. CRB, wless madical CRB, mless medieal CB. CB, up o e
problems or semor eftizess.  problems or serior ¢ifizens, amt. aveilable
No inftial pymt. Mo tnitial pymt, No mitial pymt. Mo inftial pymt. 50% of streoxs &
or catch vp e, or cateh o ammt, or carch np amt, or catch up emt, . methly of
3100+ CB.
Catch up emt; not Cotch up ety not Cairh up amt; nat Cutch up amt; oot Cotch op amt; oot
More tham $500. mare then $300. e than $800. more ten §1,000. mere Sem $1,.500,
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Cusiomer Name:
Cuslomar # :
Senice Address:

YWC Sewer Cus

Cust Acct Atch

Cusl. Clasa:
Cusl, Site Status
Loestion Status:
Township/Boroug
Heat:

3rd Parly.
Price List Hame:
Continue Senico)
Ho. of Eslimales’
Senice EN. Date’

Mater Mo.
Metar Inst Dale
Mater Mig
Hoter Size:
MIU Ho:

MIU Inst Date.
MV InfCul

Loy
Billing Addrass.
Override? ¥
Carerliyn

Phaons 8 :

Humber OTEDUs -

Sile Atch-

Bilting {dethod.
Billing Cycle.

Lasi Bl

Biling Date.
Accounl S1atus:
Bill To Site Use ID
Tax Code:
Psyment Method-
Welghted Avarage:
Payment Agreernen

Meter Pil Yes/Ho
Location:

: Unigun Locationt:

Unigun Location?:
Unigun Location3:
Unigun tocationd:
Route Humbar.

oo

| BagrFlow

SLPP Apphication

Pyivale Fure : Senace Req J| CustFlags |
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L e W T s L o T -Ew
Payment Agreement Query
Currently displaying data for customer
- . - _ Bil Location- Tpen
Agreement List . — ] . - , “ Auto Populate Sn Cren
Provicus Location Next Locutiun te Locntions ,
———— Customer Data - At A Glance
Type Code Description __Income  Level Balance MonthsAgreement Date Close Date  Document 1D
1 First YWC Payment Agrc 973.00 1 315.32 g2 13.APR.2017 = Ozentvoices O Funchonsl Balance 000
. - .. uext B2 Cue Oate 0-FEQ-2019 Cumam 253z
Recent Shuwotf Nevce 13.2PR-2017 3 Day
Payment Agreement TemoOnCherge: ~ = 1500
nvoiee ArountOue | E5 a7
TomtamourtOus | 27744
In Person Agreement Date 13.APR-2017 CYClc £ Document D
- Telephone Agreement Closed On C VWitnessed By
Type  Code . _ _ __ Descrigtien . Household Information
1 ~ Blank ~ First YWC Payment Agreement

- , T | cridren [l
Agreement Ages -

Notes
Househald
: Notes
Initial Outstanding Charges 315.32 Initial Qutstanding Months 8 Custemer Pre fie nfarmasen
Crect & Collections: Accosnt S1US = Colachen
Level . ) - C e e . Duneing: Senc Lezer DaysinPerod
N Enter Payment Jerms . Third Party PeymentLog ;| View Payment Agreement; Fnarce Chiarges: Charge bterest
Agreement Adjustments | Enter Activiy Notes | bigy i

View Activity L-_’)

LR T F R R
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; Tyee and Cescezipti

¥ Type azd Zeserip

Tyee and DescT

27-ATR=23L7

AgTeezenz Tem= - Ongein K _ : { ZERY J 338388

€aTmens

T -
1=0L-2017

iy CoicRRR-AOITY

==lIC.0)

23561

S2=2EC-20.7

"':'a.':--.lé .‘-;c:ee:.en: - Imgeing F-_-.'.' Zeger § 21-A H ' £ :3«::.-—9-




Public:

Publlc Flre Hydrant (Billed to a
municlpality or other customer}

Private:

Sprinkler or Fire Service Syslems:
2-Inch conneclion
3-Inch connection
4-Inch connection
8-Inch connection
B-Inch connection
10-inch connection
12-Inch connaction

Fire Hydrant, Private:

Direct Connectlon to Company Owned Malns:

Flrgt Hydrant

Direct Connectlon to Customer Qwned Malns:

Firsl Hydrant
Each Additional Hydrant

GRAVITY AND REPUMPED SYSTEM

Customer Charpes

Moter Size (Inches)
6/8
4

1
1-1/2

= M WM

0
2

Qutput Chargies

FIRE SERVICE

Rates

Gravity
Par Month

$26.97

$34.41

45.42

66.77
113.76
227.60
341.31
507.64

45.42

46.42
34.11

Metor Rates

System

Allowed Rates
Effective; March 1, 2023

Repumped

Por Month

$36.36

$46.47

61.83

77.46
164.90
309.94
485.01
693.68

56.26

56.26
42,23

Monthtly Gustomer Charge
Gravity

$17.25
23.70
33.40
651,50
66.90
181.10
239.80
266.30
§11.00
657.60
803.60

Rate Per 1,000 Gallons

Repumped

System

$17.26
23.70
33.40
51,50
660.90
161.10
239.60
266.30
611.00
667.60
809.60

Monthly Consumptlon Gravlly System Repumped Systom
{Gallons) Residentlal Commerclal Industrial Resldential Commoerclal Industrial
First 6,000 $6.631 $6.426 $6.426 $10.210 $9.853 $9.853
Next 45,000 6.631 4.601 4 601 10.210 8.371 8.371
Next 1,950,000 6.631 3.585 3.661 10.210 4.508 7.495
Over 2,000,000 6.631 3.585 3.324 10.210 4.508 4.600

L\Rale Cane 2071 oaralscheal2023
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EFFECTIVERATES FORI03/01/2023

Sewer Rates for YWC Owned and Operated Wastewater systems SMARTSHEET

YWC is owner and operator

Water & Sewer on same bill for homeowners who reside at the service location

Water & Sewer are separated in Landlord/tenant situations where tenant is responsible
for the water and the landlord is responsible for the sewer

Water rates follow those specified in the approved tariff

Only wastewater bills will be generated for the approx. 125 customers in Felton
Borough

Only wastewater bilis will be generated for the approx. 150 customers in Letterkenny
Township

Only wastewater bills will be generated for the approx. 180 customers in Memphord
Estates Sewer Company (MESCO)

Waest York Rates:

$60.00 per month for Residential customers

$69.55 per month for Commercial & industrial customers

There are some properties in WY that are "not connected” and are not to be billed for
sewer (Jack Longstreet)

East Prospect Rates: (If water.is turned.off, wastewater. charges need.to cortinue billing)

$86.90 per month for the first 4,000 galions of water used
$86.90 per month + $7.565 for every 1,000 gallons used after the first 4,000 gallons

oy

'aﬁybanﬁ%%gfﬁgéﬁ? (grandfathered in

Wastewater customers may be granted a Titime
when system acquired by YWC)

o This means if a customer state they filled their pool, you may credit them for
wastewater charges as the water to fill the pool did not get processed by the
wastewater plant

o You will credit the customer based on average usage. Ex: The average water
consumption is 5,000 gallons. The customer filled a pool, and the usage was
10,000 gallons. The credit for the associated wastewater charges would be for
5,000 galions {10,000 - 5,000 = 5,000).

Ashury Pginte Rates:

$86.90 per month flat rate

33



e g T

EFFECTIVEIRATESIFOR 03/017/2023

Jacobus Rates: (if water is turhéd'off ‘wastewater.charges need to continue billing)

o $86.90 per month for the first 4,000 gallons of water used
* $86.90 per month + $7.565 for every 1,000 gallons used after the first 4,000 gallons

Felton Borough Rates:

e $86.90 per month flat rate

Letterkenny Township Rates:

¢ $86.90 per month flat rate per EDU

Amblebrook Gettysburg (Straban Twp) Rates:
to continue billing)

If water is tiirned off “Wastewater charges need

e $86.90 per month flat rate for the first 4,000 gallons of water used
o $86.90 per month + $7.565 for every 1,000 gallons used after the first 4,000 gallons

West Manheim Rates: {If water [s turned.off, wastewater charges need to continue bllling)

» Base Rate : $57.85 per month
o If consumption occurs, the following amounts will be added in billing
o Usage Rate: 0 — 3,500 gallons is $7.565 per 1,000 gallons per month
o Usage Rate: 3,501 - 7,000 gallons is $10.783 per 1,000 gallons per month
o Usage Rate: 7,001 and above is $13.487 per 1,000 gallons per month
» Wastewater customers may be granted a Eﬁﬁ%ﬁl@éﬁbﬁdﬁ%ﬁﬁ
o This means If a customer state they filled their pool, you may credit them for
wastewater charges as the water to fill the pool did not get processed by the
wastewater plant
o You will credit the customer based on average usage. Ex: The average water
consumption is 5,000 gallons. The customer filled a pool, and the usage was
10,000 gallons. The credit for the associated wastewater charges would be for
5,000 gallons {10,000 — 5,000 = 5,000).
o (note added 5.21.2024)

CountryView Manor MHP Rates:**Wastewater stays In the name of the tenants**{)f water is
turned off, wastewater.charges need to continue billing)
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o $40.00 for the first 3,000 gallons
° $40.00 per month + $5.00 per 1,000 gallons after the initial 3,000 gallons

LIDA Rates: (If water is.turned off, wastewater.charges need.to continiue billing)

o Commercial/Industrial
o $111.85 for the first 10,500 gallons
o Above +$15.44 per 1,000 gallons after the initial 10,500 gallons
¢ Residential
o $40.00 for the first 4,000 gallons
o $40.00 per month + $5.00 per 1,000 gallons after the initial 4,000 gallons

Albright Mobile Home Park/SYC: (If watér is turned off, wastewater charges need to continue
billing}

¢ Residential

o $40.00 for the first 4,000 gallons

o $40.00 per month + $5.00 per 1,000 gallons after the initial 4,000 gallons
o Commercial/Industrial

o $111.85 for the first 10,500 gallons

o Above +$15.44 per 1,000 gallons after the initial 10,500 gallons

West Donegal Township {CIP):

o Customers will be charged rate of $13.89 per 1,000 gallons and subjectto a
minimum of $58.33 per month

Memphord Estates Sewer Company (MESCO):

o Customers are charged flat fee $44.20 per month
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Consumptlon Calls

A. High Consumption:
a. Before you call;
i. Look at the bill history to see if they used a similar amount around that time last
year
ii. Are there any notes about H/C?
ii. Has thelr usage been Increasing recently?

b, Prompt:
i. Hi this is {(your name] from the YWC, Is this {account holder's name)?

li. 1am calling about the address .

fil. 1am calling because we noticed your consumption this past month was
significantly higher than normal,

iv. Youraverage usage Is___ permonth and this past monthfrom ___to__ It
was ___ pallons

v. Are you aware of why it would be so high?

c. Ifunaware:
i. They can check thelr meter — explaln to them how to look at the meter to tell if
there Is a leak/water running or not (**see following page for meter info**)
il. Taoilets: i
1. 90% of high consumption is because of a leaky toilet. If they haven't
checked their toilets explain this test to them:
a. Tellthem to place food dye in the tank of each toilet, wait 15-20
WITHOUT flushing. After that time, check the bowl of the tollet.
If the bowl Is turning the color of the food dye, then water is
running in the toilet
B. No Consumption
a. Prompt
i, Hithis is [your name} from the YWC, is this {account holder’s name)?
{l. Vam calling about the address
tti. 1am calling because we noticed your cansumption this past __ months have
shown little or no consumption. | was checking to see if the property was
vacant, or If our meter had stopped working.
b. If vacant - okay, note this in service requests
c. If not vacant — schedule an “investigate stopped meter” in service requests

** YWC are not plumbers. If we send a meter reader to check for leaks, they will not make any repairs.

This is a courtesy; we are not required to call or send someone out to check for leak. Try to avoid making

these appointments {sometimes we will make them though - if scheduling an appolntment, check with
_first to see what day will work with Meter Reading’s schedule)**
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PROCEDURE TO APPLY CREDITS

When completing any type of credit {i.e. customer charge, balance transfer, water
consumption), the amount of the credit needs to be applied to the open invoices (& debit
memos). Complete the credit as you normally do. When it is completed go to the top of the
screen and click ACTIONS, which will then show a drop-down box. Select APPLICATIONS from
the choices offered. Now click APPLY TO. If more than one Involce comes up, you will need to
scroll to the right to find the correct location to apply it to. (When dolng balance transfers, you
could have many invoices to close). Click on the oldest involice first, and then continue down
until the involce totals match the credit amount. Click SAVE.

To verify that all invoices are closed, you must go out of the account detalls, and then going
back in. Doling this will correct the aging amounts,
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How To — City of York Refuse changes:
1. Enter sewer side of Oracle
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2. Open "YWC Refuse Customer Changes”
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10. Confirmation that Credit Memo for Old Customer has been created & then confirmation that
Debit Memo for New Customer has been created. Click OK for both. You will not need to

“complete” the credit/debit, it will be done automatically; Credits do not need to be applied at

this time.

Davy hom the Oallne Applicadon
Thiy v 0Al2 eninred by thE evmoner Redes
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11. Inaclivate old account/customer

Neat Applicatlon

D12 uiwd to Coeate Hew Customer
Hea Accourt Dalads |

| Gramrqtivance is5

12. To ¢onfirm, you can search the address in Sewer Oracle. You should see the new customer as
the only active account, and you can verify that the credit/debit were processed correctly.

** Type of Transactions: Refuse Classification Change, Other, and Mailing Address Update — These will
need to be manually updated. They cannot be done through the application process. **

However*™* once you complete these (through a3 mailing update on the back page, through

a manual credit needed, through a change 1o the classification on the back page, etc.}, you
will need to do the following:

o Select "Manual”; Lthat is all that is needed. It is a way to track our efforts that are

more manual versus processing in Oracle. It also clears out the line on the screen
that houses all unprocessed requests.
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The option “REJECT” is to be used only when there is a multiple request from ora
request that has already been updated. Again, it will clear it out of the processing form and
show it was reviewed by us. {Address below for example purposes only)
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Sanitary Sewer Emergency —~ Customer Service

Purpose:
This information will assist YCW representatives receiving a customer complaint related to a

sewer problem or emergency. The following basic information and questions should be asked
of the caller:

Customer idantification:

Name: Caller's Name (and Owner's/Landlord's, if renting)

Address: Number, streel name and direction

Phone number{s): where they can be reached: Make sure to include area code.

Ask for a description of what they are observing or experiencing:
Briefly transcribe the nature of the problem.
Ask: -when they started to see the problem?
-where are they are seeing the problem (basement, 1% floor, 2" floor, outside, in
the street; from a neighbor's house?
Ask if they have had a Plumber or Drain Cleaning firm respond or work on the issue?
If YES: Obtain the Name of the firm, phone number, and when service was performed.
Follow-up: When did they do the work? Did they reporl back to the customer what they
determined? {ie. Roots, grease, ather debris)

If NO: Inform the customer that the owner is required to have a qualified Plumber or
Drain Cleaning Service respond-and service the blockage. The Plumber or Drain cleaning
service needs to effectively atlempt o restore service.

If the plumber/cleaning service is unable to restore service, the customer is to call back
and report on the findings found by the plumber. If the cause of the blockage is in the main
sewer, the YWC will respond to address the issue. Inform the Customer that a supervisor on
duty will be notified ASAP and will follow-up on the call. The follow-up may include contacting
the Plumber/Drain Cleaning firm to obfain additional information.

Notes:

If a customer is calling to report a problem observed at a neighbor's house they may be
unwilling to give their name and identification. The address of the property that is the source of
the problem should be obtained. The follow-up investigation will identify the nature and
resolution to the complaint.

If the customer describes sewage in the basement — ask if the amounl is increasing, decreasing
or holding steady.

If the customer describes sewage in the street — ask if it coming from a Manhole or somewhere
else.

Sometimes a cuslomer may be complaining of odor without evidence of sewage. Collect the
information and the YWC will follow-up during normal working hours.

March 1, 2017
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Municipal Agreements

YWC Owns and Operates:

*  East Prospect

* _Asbury Pointe

= West York

s  lacobus

*  Ambhlebrook

s Country View Water

*  Felton Borough (wastewater only)
» Letterkenny Township {wastewater only)
¢ West Manheim Township

e« LDA

¢  Albright

Water & Sewer on same bill for homeowners who reside at the service location.

Water & Sewer are separated in Landlord/tenant situations where tenant is responsible for the water and the fandlord is
responsible for the sewer.

YWC Posts and Shuts off:

¢  Jackson Township
*  Conewago Township
e Railroad Borough
e Springfield Township
©  Loganville Borough & Seven Valleys
e Springettsbury Township
e YorkHaven
¢  New Salem [soon}

ywc Shuts Off ONLY; Municipality does its own gosﬂngs:

+»  Abbottstown Borough

+  Manchester Yownship

s West Manchester Township
*  York Township

*  Spring Grove Borough

¢  North Codorus Township

s Windsor Township

*  Northeastern York County

*  Eastern York County (Hellam)
»  Shrewsbury Borough

YWC Billing Agent:

¢ Spring Garden Township
o York City Refuse
+  York New Salem
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SPRING GARKDEN |UWNSHIP SEWEK SIVIAK I SHEE |

Our main point of contact at Spring Garden TWP is:

Phone: (717)-848-2858

* York Water became the sewer billing agent effective the 4" qtr. 2015 for the period Oct. - Dec. 2015. Spring Garden
Twp. bills quarteriy for residential, commercial, and industrial customers

» Spring Garden Township rates are as follows (effective with April 2022 sewer billing dates):

Residential
Connected Treatment & Transportation $164.45 per quarter
Not Connected Maintenance (Reservation) $98.67 per quarter
Commercial

$230 per quarter plus $2.07 for
Connected Commercial Treatment & Transportation | each 1,000 gallons of sewage

over 31,800 gallons per quarter

Not Connected Commercial Maintenance [Not Connected) | $98.67 per quarter

Industrial

$258.75 per quarter plus $2.18
Connected Industrial Treatment & Transportation for each 1,000 gallons of sewage
over 31,800 gallons per quarter

Not Connected Industrial Maintenance (Not Connected) | $98.67 per quarter

¢ Spring Garden Twp. customers will receive a separate bill for refuse (trash).
s Spring Garden Twp. sewer accounts must always be in the deeded owners name because sewer is a lienable service.

* No name changes can be done without the approval from Spring Garden Twp. The twp. will have customers fill out a
change of address form which they will then review, approve, and notify YWC accordingly. You will also will need to

notify accounting of any name change done to an account. When doing a name change or transfer of service, be sure to

inactivate the old customer in Oracle.

» YWCis pot authorized to take “Promise to Pays” from Spring Garden Twp. sewer customers. Do not confuse this with
the water side. Although we can take promise to pays from Spring Garden Twp. customers on the water side, it is solely
up to the twp. whether or not the customer is eligible for any type of extension on the sewer side.

o As of recently (2019), Spring Garden is not honoring or entering into any new payment agreements with
Spring Garden sewer customers
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¢ Uecouse we cannot take “Promise to Fays”, make sure we are not CoQing any correspondence note with the response
code of “Promise to Pay”. By doing this, the account will automatically reject from the shut-off report and the customer
may potentially not be posted when they need to be.

»  Customers have 30 days to pay the bill and will receive o 10-business day grace period before posting fees and/ or late
charges apply. Spring Garden Twp. customers who are late on their sewer bill will receive a one-time 10% charge on
any late sewer payment.

e The shut-off process for Spring Garden Twp. customers will begin approximately 15 days after the due date of the bill.
Fees are added to the account for the postings performed..

* Payments made via Paymentus are issued a processing fee. The fee is $3.25 per $500.00 maximum payment via debit
or credit card or e-check. A fee for reoccurring ACH/e-check has a fee of $0.75.

» When settlement companies call or email to request a pay- off amount, you will need to refer the settiement company
to the contacts of Spring Garden. YWC is unaware of any potential lien fees or other associated fees that do not appear
in our billing system. They in return, will probably ask YWC to provide them with screen shots of the account history,
and add that amount to what they have on file. Pat will be responsible for providing the information to the settlement
companies.

e Keep in mind that Spring Garden Twp. does bill for vacant lots. You may refer to the twp. ordinance that states that
any residential property not connected withfor using the sewer system, BUT which is available for connection and use
will be billed for sewer.

e If we are instructed by Spring Garden Twp. to complete a debit memo, and if the amount being debited is part of a past
due bill, we need to make sure we are making the due dates of the debit memos to be due Immediately. That way, the

customer will receive shut-off notices for the right amount.

» If you see an open work order for a meter exchange while taking a payment or interacting with a customer for some
other reason, remember to schedule the appointment during that interaction.

MEDICAL CERTIFICATES:

o Effective 6/29/16, the CSR responsible for emails/vmalls will follow this procedure for SGT medical certificates:

v When emailing/vmailing use the medical certificate form on the server. This is a fillable form. Make sure you
include the date and Spring Garden Township. Doing so will eliminate the need to pull up the account in Oracle
when we receive it from a doctor’s office.

¥ Upon receipt of a med. cert. in MIXIE, view it, and if necessary, pull up the address in Oracle to verify if the
property is In SGT.

v Forward med. cert, to-for her records.

v If the property is in 5GT, forward the fax via email to Spring Garden.

o SGT has adopted the same medical certificate procedure as York Water. SGT customers can submit one medical certificate
that is good for 30 calendar days, and then 2 renewals {(for a total of 3)) before they will be required to make payment on
the current bill.

o If the customer wishes to submit more than 3, they will then be obligated to pay on at least their current quarterly charges,
not the full account balance.

DATE OF DEPOSIT

JAN 13 2025

PA PUBLIC UTILITY COMMISSION

SECRETARY'S BUREAU 90



SEWER ACCT WHEN YWC IS BILLING AGENT [IN SEWER ORACLE):

@

Customer Hanio

s
Customer 8 Biling Address
Senice Address. Overnde?
Pipeiens ¥
Phono #
Thitd Parly Sewe! Humber Of EOU's
Cust Acct Aich Site Alch
Cust Class Bifting tdethod.
Cusl Sto Stalus Biling Cycle
Localion Slatus. Lost Bill.
TovmshgwBerough Billing Date*

Heal, Accown Stelus
Bill Ta Site Use ID
Tox Code.

Payment Method

Piico List Hamo*
Conlinuo Sonico

Senice Ef. Dato.

ocounl Dot Billing Hictoh Contacl Into

CuslFlags
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eIk DAL SIAMINATHOR
"Spiii{_ﬂ_ aﬂll(-l.ull‘l_:r‘(;\‘ﬂ;lilsiiip- '
/o THE YORK WATER COUPANY

110 EAST LRARKET STREET
YORK, PENNSYLVANIA 17401

Group Number: ¢z, -.Load Number:

Service To:

Mail To,

gill Period:

Seq: 0
Invoice Number:
Invoico Date:
Account Nulnjt_aa‘
Please Pay;

Oue Date:

Account Summory

TOTAL

Previous Balance
Paymen! Received
Late Fee
Adjustments
Balance Forward

464,45
164,45
P

.00

.00

Current Charges

Rate Quontity

i“él’ilrll-(!;lll,.TlEI'I|S|In!l[lliUIl & M'(lll!iﬂl'lil\IICG

Total Current Chorges

164.45: 1. 164.45

164.45

Total Amount Due: . 164.45

Creation Date: 03.APR.2023 Last Updato Date’

Adjusiment Desc:
Addl Commaents 1;
Addl Comments 2/
Addl Comments 3. ©
Oracle Balance:  '164.45

Billing Methad: Connocted
Bifling Cycle: | SW SEWR QTR BEF

103.APR-2023
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SEWER ACCT WHEN YWC IS OWNER/OPERATOR (IN WATER ORACLE):

Cusiomes Seaich Crivesls
Sito & Use Statuans

Catla s g LY. T R ¥ -t
Cudtonasbave

Cuvicngr gdiney Be Teiciaten

Vater Herd o
toy (A T vuG
e ey
ErepCose iProre Clenr It
Customet Search Rewl
Cest  Cusi Customes Site N Cust Ste et b#ng  Sde Smple Serxce

o
RENTAL PROPERTY
,‘ﬁ_ S o e e o L o aiee s e
Customer Hanme "
Cuslomer ¥ Bibng Addiess i
Serace Address: . Oieride? '
. |
. Phione & i
)
YV/C Sewer Cust tumber 01 EDU's |
|
{
Cusl Accl Alch Site Atch I
Cust Class’ Bikng tethod {
Cusl Site Status Billeng Cycls f
Location Slelus Lasi Enlt i
Townshlp’Boroug Bimng Dare
Heal Account Sialus ;
kd Party D& To Site Use I
Piice List Hame Tax Coda
Contnue Sence Payment Method
fio of Estimates VWeighted fnerage I
Sonice EA Date Paymen| Agreeme I
Ieter Lo Male Pl Yestie
Keter Inst Date Localon
Pater Mg Unigun Locatiant .
Meler Stze Unigun Locatign? :
U T Unigun Location] :
LU Insl Dale Unigun Logakion '
LR It Owl Route Hurnbes '
i
sectuni Dgtad Ban g rusigr, Cyntactinia Pap Bageliin Fiate Fue ene ey Cusl Flags
I
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& : .
The York Water Company

130 EAST MARKET STREET, BOX 13089
YORK, PENN STLYANIA 17405-703%
PHONRE: J17-8435-3601

Gioup Mumbor, 3

Lead Humber

Senvice To:

tAail To.

Bill Paripd. 15-JUN.2020 - 14.JUL..2020
Metor Size: Maoter size 5/8X3M4 Inch
Residentinl Gravity Prica L.ist

Mater Roading Information

Company Rend

PPrior Company Reatl

Gallons Billec
Cunient Watey Charqge
Customer Chaige

8,200 GAL x 0.005012
GAL x
GAL x
GAL x
GAL x
GAL x
GAL x
Curront Water Charge 57.35
Current Sewar Charqe
West York Sower 2 x 32.7110000
0 x 0.000000
0 x 0.000000
0 x 0.000000

Curront Sowoi Charga

Seq D
Invoice Humber
Invoice Date.
Accounl Humber.

Please Pay

Due Date

Township

799,400
791,200

8,200

16.25 Amount of Last Bill:
41.10 You Paid.

Adjustments Since Last Inv
Credils
Debits

Tolal Adjusiments

Bal Of Last lnv.

Late Charge
Curtent Water Choge
DSIC
65.42 PA Surchate
.00
.00
.00

65.42 Cuwirent Sevor Charge

Total Amount Due

- O X

121.82

121.82
00
.00
.00
00
.00
o0

57.35

.05
00

65.42
122.82

85



Meter Reading
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METER READING

A, Areas of Service
a. Cycles:1,4,5,8
i. Cycle 1: East (Mt Zion Water District, East Prospect, , York TWP, Hellam, Red
Lion, Dallastown, Felton (sewer only))

ii. Cycle 4: Clty (East City & West City, West York, North York, Spring Garden)

iii. Cycle 5: West {Carroll Valley, Gettysburg, Amblebrook, Scotts Water (acquiring
soon - near Chambersburg, New Oxford, .East Berlin, Abbottstown, West
Manheim/Hanover, Spring Grove, Jackson TWP/Thomasville, West Manchester,
Letterkenny TWP (sewer only)) & South {Spring Garden, York New Salem,
Stoverstown/N Codorus, Seven Valleys, Springfietd, Railroad, Shrewsbury,
Codorus/Jefferson)

iv. Cycle 8:North (Springettsbury, Manchester, East Manchester/Mount Wolf, York
Haven, Conewago Dist #1 & Dist #2 (Bull Rd}, Letterkenny Township {sewer
only))

B. Meters
a. Neptune ARB
b. Neptune E-Coder (digital)
i. Both get exchanged-cvery 20 years
C. Meter Reading
a. RF Device: Radio Frequency device at each property/for each meter
i. RF device sends signal to reading software & gets read as driving by/close
b. Fixed Collector: allows us to get a reading from the office instead of going out to the

propert\_/
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Sometimes it won't pick up, so in those instances, a YWC rep has to go to prop

to get reading
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Wome e G le e etere b R, Voo Raler

fleed help reading your rnoter?

STEP 1: FIND YOUR WATER METER
First, you must locate your water meter, It may be ingdoors of outdoors in a pit.

Indoor Meter
Moy meters are located indoors. Find your Indoor moter along & basement wall or wherever the water hne £nters the buitding.

OQutdoor Meter
Some water meters are located outdoors. Find an gutdoor meter inside a meter pitin the ground. You must Wit the meter pri bd To view yowr meter

STEP 2: IDENTIFY YOUR METER MODEL

et denufy whach bype of meter you have. The York Water Company uses Lo typs of meters Look at the face of your meter 2nd ciick on the type that you huve lrom the
muarers below Lo learn more,

B
578°
T-10

98



STEP 3: READ YOUR NEPTUNE ARB METER

.How do | read my water meter?
To read your Nep ARD meter, iplete the following steps:

. Look at the number display located on the tace of the water meter. This is your water meter reading.

~

. Adjust your teading: v.qu&‘?.‘.?-" I_:ifls n hungljzﬁs of gattons, 50 il yous meter reads 3.487 gaflorts, we will bill for 3,400 gallons, We wonl brl‘l‘ for those exra gallans on the
meter until the reading surpasses 3,500 gatlons. ’ ’

w

Compare your adjusted meter reading to 1h Gne on your most recent water bul, Subtract the water usage on your b4l fram your adiuvted water meter reading (o
cakulate how many gallons of water your househotd has ised since the Last water meter reading of that bal.

How can | tell if there is a water leak In my home?
If you fecel thay your water bnllis unusually high, your Neptune ARD meter may indicate that there i5 2 leck somewhere in your home or busmess

Most often. the cause of high-water usage is & leah in o toitet or & running toulet tank. These are not the only reasons there may be 2 leak Iy Suspect andther cause for &
leak_ 'y a good idea Lo hire a professional plumbrer Lo heip you.

Find the low Mow dlal on your water meter:

On the face of the Neptune ARB meter, there is a small red or black diamond or triangle. If that dial Is spinning. waler is moving through the
meter 2t Lhat exact moment. If no one in your home s using water, the low flow diat should be completely stll. If 1t is moving, there is 2 teak
somewhere in your home.

STEP 3: READ YOUR NEPTUNE E-CODER METER

How do | read my water meter?
To read your Neptune E-Coder meter, complete the loltowang steps:

. Your mexar display meeds light to sctvate 1. I the LCD display a blank or looks dark. shine a flashtight on i, The ight will activate the meter.
. When you activate the meter, the LD display will first show “5.6.8.8.8.8,8,8.8. The reacing will appear vathin 2 few seconds

~

When the reading appears. it will sty on the LCD display lor 12 setonds. The reading will conlahn mumbers vith comenas and 4 decwnat OINE. 1T $hows your meter
readmg in gallons.

4. Adjust yeur reading 1o bundrecs of galions. York Wates bals in hundreds of gaions, 38 1f your meter reads 3.487.20 gallons, we wil bl for 3,400 gallons. We wont i for
those extra galioms on the meter untll B surpasses 3,500 gallons.

-

b

Compare this reaging L0 the one on your most recent water till, SUbtracy the water usage an your bill from your current water meter reading 1o talculate how many
- galions of water your househald has used since the printing of than bifl.

V.oveaelatable MSiruetizns for re3ding your Meptune e Coder mener, (This Lok will GRS0IA A Deve wrindtw.)
How can | tell If there Is a water leak In my home?
If yau feet that your vater bill is unusually higl‘). your Nrnﬁme e-Cader meler may indicate that there 15 a leak somewhere i your home or busmess.

Most often, Lhe €aute of high-water usage |s a leak in a totlet or 3 ruAning Loites tank. These are ot the only reasons there may be a teak, I you suspect another Chuse for a
1eak, 1 3 good idea to hire a professional pumber 1o help you.

This Is how your Neptune e-Coder meter may Indicate a water leak:

1, Follow ingiruch:ons 1-3in the How do J read my water meter? section above.

7. Afier the intial water metes reading appears. the word Mfiwill appear at the top of the LCD cisplay. The Now rate will appear for 4 seconds, The Niow rate shows in
gallons per minule.

Your metfr automancally checks 1o see if water 15 Nowing i your system every 15 minutes. The image of a dripping spigot is a the leak indiator for this meter modet. If 1
Jppears, ihis indicates there may be ateak, You may also see these varations of the leak indwator:

Flashing Ieak indicator: If the leak indicatar i3 flashing, this means water has been used for ax least I’il’iy of the mnery-six 15-minute ntervals during the previous 24 hours
This may indicate a lezk in your system.

Comtinuoys teak indicator: If the leak indicators appears continuously, water has been uved for a8 of the 15-minute witervals durmg the previous 24 hours. This may
Indrcate a leak in your syitem,

Emergency

Current Outages

Pay My Bill

My Account

Alerts

Stare / 51op Service
Customer Service

EPA Warer Sense Partner

News & Updates
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THE YORK WATER COMPANY
CUSTOMER REQUEST FOR METER TEST

Service Address Account No.

Name of Customer - Phone No.

I hereby request The York Water Company to test the accuracy of registration of the water meter at the above
address. The required fee has been paid to the Company. :

1 have been notified of my right, personally or by a representative, to witness the testing of the meter and that { may
require the seal of the meter to be broken in my presence or in that of my representative. | wish to exercise these rights:

(SEAL) YES ‘ NO
(TEST) YES NO

If the meter is found to be accurate within the limits specified by the Pennsylvania Public Utility Commission, the

fee shall be retained by The York Water Company; but if not so found, the Company shall bear the cost and the fee

paid by me shall be refunded. The Company shall notify me of the results of the test.

Date:

Sighature of Customer

Fee Paid

Date Signature .of Company Representative

FORM #3567



Collections/Past Due Information
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> © ACLTHIONE KO The York Walcr C(]'l-llpﬂ'lly

117-815- 3601 RET - .
7ol YOT P 210 BILLING PERIOD TIHRU:
“That good Y;Fl- walet”
ACCOUNT NO.
. OLD BALANCE
CUSTOMER NAME: LATE CHARGE
WATER SERVICE
ELECTRIC
SERVICE ADDRESS: AMOUNT DUFE
PAYMENT
CURRENT BILL DUE: NEW BALANCE

AETAIN THIS BIL L FON YOUR RECOMDS

THE YORK WATER COMPANY
130 East Marke! St,, Box 15089, York, Pa. 17405

r o

L -

FORM 111 WHITE.CUSTOMERCOPY CANANY-NETURNWITHPAYMENT  PINK-FILECOPY
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**YORK WATER CARES PROGRAM**
**PAYMENT CONFIRMATION**

The customer at the following address

"'with account number -

has made at least a 25% payment of the
past due balance. Please see proof of payment as well.

Past due balance:

25% of past due balance pald:

Date of Payment:

Remaining Balance owed:

York Water Company Employee Initials:

**Phone Number Required:**

**YORK WATER CARES PROGRAM**
* *PAYMENT CONFIRMATION®*

The customer _ at-the following address

with account number . has made at least a 25% paymeal of the

past due balance. Please see proof of payment as well.

Past due balance:

25% of past due balance pald:

Date of Payment:

Remaining Balance owed:

York Water Company Employee Initials:

**phone Number Requlred:**
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B = L)

YORK jﬂl SN
WATER |5~

COMPANY -2’Q§j

REQUEST FOR MEDICAL CERTIFICATION

Completed by Customer Service Department |

Mailing Date:

Account Number:

Ratepayer's Name:
Street Address:

City, State & Zip:
Home and/or Cell Number:
Email Address:

*THE RATEPAYER STILL HAS THE OBLIGATION TO PAY ALL CURRENT UNDISPUTED BILLS. *
Completed by Customer

Name of Afflicted Person:

PLEASE PRINT
Address:
PLEASE PRINT
Relationship to Ratepayer:
PLEASE PRINT

WATER SERVICE MAY BE SHUT OFF TO YOUR HOME WITHIN 7 DAYS OF THE ABOVE MAILING DATE UNLESS THIS FORM IS
COMPLETED AND SIGNED BY A LICENSED DOCTOR, PHYSICIAN'S ASSISTANT OR NURSE PRACTITIONER AND REYURNED TO:

THE YORK WATER COMPANY
ATTN: CUSTOMER SERVICE
130 E. MARKET STREET
YORK, PA 17401-1219
TELEPHONE: (717) 845-3601
EMAIL; customer.service@yorkwater.com
FAX {717) 845-3792

*+* This certificate Is in effect for the anticipated length of iliness to a maximum of 30 days unless renewed.***

*+* Completed by a Licensed Doctor, Physician's Assistant.or Nurse Practitioner
I certify that In my professional opinion the following person Is il and this condition would be aggravated by the absence of water service]

Dote
Name of Afflicted Person: Name of Practice
Anlicipated Duration of iliness: Physiclan’s Address, City, State and Zip Code
Physician's Phone Number
Physician's, Physician's Assistant or Nurse Practitioner’s Signature
Date Returned to The York Water Company: The York Water Company Representative: -

initials
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B L1 B ~THE YORK WATER COMPANY _ :
CUSTOMER ASSISTANCE PROGRAM AGREEMENT CCPQ P)

O\(‘Eo‘l{‘ uf to (20

l, agree to enter The York Water Company's Customer

(Print Name) J OB
Assistance Program. TR
? - Orecdit agin
As a participant in The York Water Company's Customer Assistance Program, | further mgnta
agree to: base.d on
_ ‘ [nCow.
» Pay my current water blll monthly;
» Make an additional payment of § per month (in addition to the
currently monthly charge) applied to my past due amount.
+ Recelve an immediate forgiveness of $ per month of my past due

amount.

+ Permit an in-home &udit of my -plumbing and water fixtures to, be conducied by
Tha York Water Company personnal to assess the need for conservatlan devices
and plumbing repairs; and

» Permit a qualified plumber to install water consarvation devices and make in-
home plumbing repalrs.

(Company Signatura) . .. {Customer Signature)
{Date) ' [GETS)
{Customer Name)
{Service Address)

{Account Number)
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Delinquent Posting Process / Other Posting(s) Process

A customer who becomes delinquent on a bill that is 60 days past due will be issued a delinquent
termination notice as a reminder-to make a payment or call YWC to discuss other options. You may also
use the posting guidelines below for a user without contract posting.

The posting process goes as follows:

Postings for a Multi-Unit property:

37 day termination notice mailed 1o landlord/owner on file

30 day termination notice for tenants posted physically to the service address

- There will be a tenant amount to pay buy a tenant
- There will be a landlord/owner amount to pay by the landlord/owner

3 day termination notice for tenants posted physically to the service address

Shut off posting - occurs on the date the shut off hap_'péns {blue paper)

Postings for Singe Unit property:

uday termination notice maited to customer

3 day termination notice physically posted to the service address
48 hour termination notice physically posted to the service address

Shut off posting — occurs on the date the shut off happens [blue paper)

For delinquent customers, they may be granted an extension. If a customer makes a.Promise 10 Pay,
where they promise to pay the amount delinquent at a later date, this will replace a 3 day termination
notice. So if they do not follow through on their promise, the customer will be subject to a 48 hour
termination notice posting.

Customers may be eligible for a payment agreement as well. Payment agreement customers follow the
same posting requirements.

YWC addresses that are Shut Off will have to pay a $15.00 turn on fee.
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PFA - meeting on 4.17.2024

PFA - Protection from Abuse Order {info below is online at

https://www.yorkwater.com/customer-service/customer-rights/#if-you-have-a-protection-
from-abuse-order)

If You Have a Protection from Abuse Order

if you are a victim of abuse and have a Protection from Abuse {PFA} order issued by the courts,
special procedures and protections exist for handling your concerns regarding your water or sewer

service.

Some of these protections include:

o Your service cannot be turned off during the winter without approval from the PUC.

» Depending on your income, a special payment arrangement may be available.

= Your service cannot be terminated the day before a weekend or holiday.

« You may not be held responsible for a bill in someone else’s name.

= You may not be required to pay a security deposit. If you are required to pay a security deposit,
you may qualify to spread the amount due over three payiments.

Call your water or sewer company to inform them about your PFA so these special procedures and
protections can be provided. Your water or sewer company may require you to provide them with a
copy of your PFA order.

Steps by YWC CSRs

(o]

Ask for name of person who has the PFA and then name of the person who the PFA
is against
Notes on the Customer Flag section is needed to be made with that information
Reguest the account holder to place a password on the account for extra security of
their information
Enforce for a copy of the order is needed for our records- effective/active dates of
the order will be noted '

«  Forward to JJJJJlllsne wit tracksrecoras tike Med Certs)

e CSdrive has this fotder with received PFAs (named: PFA)
*  We are enforcing 8 copy.is.needed due to the next butlet point around no
termination_ on active PEA:accounts {(emailed/scanned versions are

EXTRA YWC STEPS: we will not shut off the water to an active water account
customer with an active PFA.
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Miscellaneous

DATE OF DEPOSIT

JAN 13 2025

PA PUBLIC UTILITY CGMMISSION
SECRETARY'S BUREAU
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How to Check Your Water Service Line for Lead

The York Water Company’s water mains are not made of lead, however, the water service line running from the water

main to your home may be. We are asking for your help to identify the material of your customer-owned service line. If
itis lead, York Water can schedule replacement of that service line at no cost to you.

Source: hitps/liles dep, stale. pa usWater/BSDWIDrnkingWaterManagement/Regulations/LCRR_SLI_ Workbook 2023 v4.pdf

Service Lines i

York Water owns the service line segment from the water main to the curb stop and discontinued

the use of lead on the company side prior to 1940. The service line from the curb stop into the Lead
home is the responsibility of the property owner and may be made of lead, copper, galvanized [~-tairem =]
steel, or plaslic pipe. Sample images of possible pipe materials can be found to the right.

RENET - 'z"
You can determine the service line material by testing the service line pipe where it connects to Galvanizad Steel
the water meter in the basement or first floor of your home. It is a simple process. You will find all v
the information you need below. The entire process should only take 10 minutes of your time. Plastic

Steps to Check Your Service Line Material

Step 1: Gather a key or a coin and a strong refrigerator magnet, Then, find your water meter.

The meter is usually located in a basement or in a meter pit outside. Look at the pipe that connects to your meter
from the curb or the outside wall.

Step 2: Carefully Scratch the pipe with the key or coin.
If the pipe is painted, gently scrape off the paint to expose the metat before you scratch it. Do not use a knife or

sharp tool. Take care not to make a hole in the pipe. If the pipe scratches easily and turns a shiny silver color, the
pipe may be lead or galvanized steel.

Step 3: Place the magnet on the pipe.
If the magnet sticks, the pipe is galvanized steel. If the magnet does not stick, the pipe is likely a lead pipe.

Step 4: Share your findings with York Water by completing the York Water Service Line Inventory Survey.
The York Water Service Line Inventory Survey can be found at yorkwater com/service-line-inventory-project or by
scanning the QR code. g

0L

Have questions or need support as you complete these steps? Our Customer Service team is here
to help. They can be reached at 717-845-3601 or customer.service@yorkwater.com. .

Y-C 05 " lhal joud York wppm”
e
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Frequently Asked Questions {FAQ) about Drinking Water Quality

Here is a list of FAQs that may enable you to resolve any questions or issues you may have
quickly.

Please feel free to utilize this information, though we request that you be a customer of The
York Water Company (receive your woter bits from us) if calling us for assistance, please. Unfortunately,
we cannot provide accurate information, nor can we help solve issues with anolher water
supplier’s water. Secondarily, The York Water Company’s laboratory is not considered a
commercial lab and therefore we cannot test another company’s water for you. For those that
are not YWC customers, we can provide a list of certified commercial laboratories that may be
willing to, for a small fee, test or evaluate the water you have questions about.

When calling the YWC with a drinking water quality issue, we will typically ask for some
information from you to begin:
*  What is the address where the problem is accurring? (We'll need to confirm you are a
YWC customer first)
*  What is the condition of the water or the nature of the problem? We're looking for a
brief description of what you’ve observed and what has prompted your call.
*  When did you first notice the issue, and how long has it been going on?
* Do you experience the issue in both the cold water and hot water; or only one or the
other?
+ Does your home have any kind of water treatment device (filter, softener, UV, etc.)?
¢ s the issue observed throughout the whole house or limhted to a single tap? If the issue
is only in some taps but not others, it is likely an internal problem in the home or
apartment. The water comes into the home or apartment from the water main using a
single pipe known as the service line. if the problem were with the waler, the issue
should be detected at all taps.

Please note,
customers are
responsible for
protecting their water
meter if the meter
resides in a meter pit.
Responsibilities are as
follows:

Between the curb stop
and the home =
Customer.

Between the main and
the curb stop = York
Water Company.

*Lettering in blue is additional information that is not published on the website. 1Lis for reference purposes {or
rork Water Company employees 10 ulilize when assisling custemers egarding Lhese topics
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Each of the below headers in our list of Common Issues encountered has some details and
descriptions that may prove helpful

Discolored Water
1) My water is milky or cloudy. What causes this? Is it safe to drink?
Water appearing to be Milky or Ctoudy in appearance is usually dissolved air in the water
creating teeny-tiny bubbles. It is the most common and recurring complaint during the
cold weather months, is temporary, and not harmful,
How can the customer test this?
Fill a glass with the milky, cloudy water and let it sit on the counter for 1 to 5 minutes. The
water should appear to clear from the bottom up, eventually disappearing. This confirms
the discoloration is just air. If any of the milky/cloudiness settles to the bottom, please feel
free to call The York Water Company for additional troubleshooting help.
“Milky” or “Cloudy” in Appearance - this cloudy appearance of the waler can be very
upsetting to some customers. 1t is important Lo understand that thisis a temporary
condition and is not harmful.
Possible Causes of Air in the Water;
a) Increasing temperature of the water - cold waler getting warmer, typically
b) Shutdowns or low water pressure in mains
¢} Fires or main breaks
) Overheating of the hot water system
2) Why does my water appear brown? Is there anything that can be done? Is it safe to drink?

Brown-colored water, or particulates in the water, while scary, does occasionally happen.
Our system has miles of pipe where rust and other particles settle to the bottom until the
water flows fast enough to stir it up. Narmal household use is not fast enough to stir up
the water. If both hot and cold water are discolored at all taps throughout the home, It is
often the settled bits being stirred up by a disturbance in our distribution system from
events such as:

e Main breaks

* Flushing nearby

* Hydrant testing

*» Fire-fighting activities

* Etc.
While the color is off-putting, the drinking water still meets safety standards and
regulations and is drinkable. If we have received other calls in the same area, YWC can
confirm that this is a general condition in the area.
If the disturbance is ongoing, the likelihood is the water will continue 1o look unappealing
for the duration. If the work is complete, running the cold water in your sink(s}, or even
better a bathtub, for a few minutes should flush out any particles that have entered your
residence. |f it doesn’t clear up by the end of the day, please feel free to call us.
If the discoloration is only in the hot water taps, more often than not-the hot water heater
or hot water piping is to blame. Check the hot water heater anode and dip tube, and
consider draining and refilling the heater to observe and remove sediment build-up. A lot
of information can be found online; it is recommended to flush your water heater at least

*Letiering in blue is additional information that is not published en the website, 1Uis tor reference purposes for
York Water Company employees 1o utilize when assisting customers reparding these topics
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once per year to prevent any
potential sediment build-up. As AT SIATER

Y e COLOWAIEH

this is an issue with the hot rotouse "’: l sy
g o
water heater, rather than the RO 7 T e Y o

water supply, the manufacturer
and aiocal plumber should be
able to help you to solve this,

If plastic pieces are part of the
“sediment” then thereis a
chance that the dip-tuhe may
have cracked or broken (the dip-
tube is a plastic tube thot carries the
cold water coming inlo the water
fieater to the hottom of the tank where
it can be heated. The hot vater goes
il of the top of the water heater).
Dip Tube - Starting in about the
year 2000, customers repuoried

PRESSURE
RELIEF

o VALYL

OVERFLOVY
vk

A . . SACRIFICIAL

small white sediment clogging ovcis
) IN{EARAL ~-

the aeratar of the kitchen CORROSION

faucet. It also slows the (low . i

from the showerhead and I ‘ = i ELECTRI WATER
. -0 - HFATER

affects how fast the washing

machine might fill. If the Seoms |
sediment is plastic it likely
comes from the dip tube located
in their hot waler tank. This has
Image Source: hitps ffwww lamiltyhan h. iolect/how-1o-repair-
not been much of a problem t-roptace-defective-water-heates-dip-tubes/

recently, though there are some
occasional exceptions.

Tastes & Odors
The York Water Company takes great pride in providing high-quality water that tastes good
and has no noticeable odor. On occasion, there may be scenarios that can occur in the
piping or distribution system that may affect the customer’s perception of the taste or
odor.
Alternatively, certain conditions can occur in the source water for the treatment plant that
can cause the same issues, namely by-products of algae growth in the river or lake from
where the water is being drawn. Luckily, York Water has not had issues with odors on the
South Branch of the Codorus Creek, likely due 10 a more environmentally conscicus public
combined with source water protection measures {for more information, please see our
Source Water Protection page),
Some people are more sensitive to these changes than others. Typically, taste and odor
concerns can be split into three categories.

*tettering, in blue i additinnal mlocmation that is nat published on the webisite. 3 is los reference purpeses lor
York Water Comprany empluyees to utilize shen assisting customers regending these Llopics
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Chlorine, or “Swimming Pool” taste and odors occasionally happen, but that is not
necessarily a bad thing. Almost all water treatment facilities, YWC included, use Chlorine
in the form of a food-grade sodium hypochlorite (bleach) solution or Chlorine Gas, to
properly disinfect the water during the treatment process. Qur regulators at the
Department of Eavironmental Protection {DEP) and the Environmental Protection Agency
(EPA) require that we have some disinfectant remaining in the water as il reaches our
customers’ taps 1o ensure the water is safe from disease-causing bacteria and
microorganisms. If your tap water has a bleath aroma, that is a very good sign that your
water is safe to drink. If you prefer your water to have less of that aroma, you can boil it or
run it through a carbon filter (most name-brand filter pitchers are carbon filters) and the
aroma will be reduced.

Rotten/Sewer odors often come from the drains - there is an "S” or “P” trap under each
sink, toilet, and shower drain that keeps water in it at all times to block sewer gases from
coming back into the home {see image, below). Al drains need to be flushed or refilled
every so often or the water in the trap will evaporate, releasing the sewer aromas back
iMo the home. Cleaning the traps can also help get rid of the odor as well, as there Is the
chance for items to get trapped, like food scraps that can ferment, causing odors (or, a
dropped wedding ring or other jewelry, that can then be retrieved}.

Trap terminology

I gmrca
(o finture
watlet (upof

trap —"] }
ndaplee
____________ DATE OF DEPOSIT
14ags urin
[or falute dran)
etonn weu) JAN 13 2025
S R Irap 94l Gepih musl te
— ek 1-1,27 10 27 .
s m:.:lcg‘m::ig:‘g;:ﬂ: PA PUCLIC UTILITY COMMISSION
{a Th cinang, 1) o) SECRETARY'S BUREAU
(I'p (4118

e

Image Source; hitp:ffwvwav.thewaler reaiments, comfwasiewaler sewage-tieatment/icaps/
Other causes can include:
e Household or point-of-use fiiters need to be replaced ~ if they're used too long,
material can get caught and cause bacteria {o grow
¢ Sink aerators need to be cleaned - similar to the above, caught material can cause
bacteria to grow, and they should be cleaned out regularly
s Cross-connections, such as a hose teft in a pond can draw pond water back up, or
plumbing could have potable water incorrectly connected to non-potable water
s Dead-ends in the plumbing, anywhere in the house (allows water to get stuck and
become stagnant, losing its disinfection)

“Lettering in blue is additional sormation that is net published on the website. 11is for reference purposes for
York Water Campany employees (o vlilize when assistiop customars regarding these 1opics
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Earthy/Musty taste and odor issues can stem from the same reasons as rotten/sewer-like
issues, with the addition of a lake or creek having an algae bloom (rare for YWC], or a hot
water issue, as mentioned above.

Scale, Soap-Scum and Spots on Glassware / Dishes
This is often blamed on hard water; which gets a ‘bad rep.’ Water hardness is mainly based
on calcium and magnesium content (both of which are essential minerals). Soft water tends
to have higher concentrations of sodium, rather than calcium and magnesium, Water that
is 100 soft can be just as bad as water that is too hard. It is up to the customer to adjust the
hardness, typically with a. water softener, if they choose to do so. The hardness of the
water in York Water’s main system ¢omes in at about 75 mg/L (PFPM) as CaCO3 {Calcium

carbonate), or about 4.5 grains, and is considered “moderately hard.”

R R P BT e A B TR e A A S T R
hnope Sowice; htips:/fsemesters.infivhal-is-hordness-of .woter.gnd-proble ms-with-hord-waler-notes-pdf-ppt/
Most spots or soap scum are caused by compounds from the soap belng used that are
insoluble in hard water. Certain brands of detergents are made to be used with hard water
that will prevent build-up or spots. This is because the detergents are prepared by chemists
1o keep the components in the detergent in $olution when mixed with water, and will thus
limit or prevent any build-up or spots. When hard water is boiled, the scale or minerals are
deposited, leaving the build-up, or scale, seen in coffee makers, tea kettles, hot water
heaters, dishwashers, etc. Often, changing soaps and/or detergents, or a household water
softener being out of salt can cause a scale or spots to appear. Citric Acid crystals can be
found in @ hardware-type store and can help remove some spots and mineral buildup.

Sickness or Skin Irritation

As we are not medical professionals, we strongly recommend a doctor be consulted
immediately, and we do not take these concerns lightly. It is very important to document
when the sickness or irritation began, what the symptoms are, and immediately determine
the source of water. The following questions should be investigated to help both your
doctor and other members of your residence/family narrow down the causes:

» Are you a York Water Company Customer?

¢ Have all members of the family or residence been affected?

¢ Have the affected individuals been out of town recently?

*Lettering in blue is additional information that is not published on the website. 1tis for relerence purposes
York Water Company employees ta utilize when assistiog costomers regarding 1hese topics
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* What indications do you have that the water is the cause of the sickness?

* Does theirritation occur only on the hot water line or is it both cold and hot? Are any
of the affected individuals consuming water from the hot water tap?

* Are there other faclors observed such as taste, odor, color, particles, cloudiness, etc.?

* Has your doctor suggested lap water as the likely cause?

* Do you have a well and public water in your home or apartment, and could they be
connected - even accidentally?

* Do you have any fiiters, softeners, or other treatment devices connected to your
water line(s)? Are they connected properly and operating and maintained correctly
{backwashing, rinsing, replaced, checked by plumber/installer, elc.)?

Pink Residue

Not all mold is dark-colored — there is a mold that has a pinkish colar that comes {rom
airborne bacteria that grow on damp or wet surfaces, and is often seen on the bottom of
shower curtains, shower or sink drains, or even a pet’s water dish. There is no mold in your
tap water, and the mold does not indicate a problem with the water supply, particularly as
some customers have reported seeing this pink color in one bathroom but not another;
natural lighting and air circulation can impact the presence and concentration. Cleaning
products with bleach are typically recommended to remove the residue, or diluting 1oz
bleach into a spray bottle of water to use while cleaning to sterilize the surface, causing the
mold to not grow back as fast. Always use caution when cleaning pet water dishes with
chemicals, and make sure you rinse well.
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"tettering in blee 1s additional mlormation thit is not pubdished on the website. 1Ls far reference purposes lor
Yok Water Company empioyees 10 utilize when ossisiing castomers regantding 1hese Lopics
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Aquarium or Fish Problems

Owning and maintaining lish in aquariums is both rewarding and challenging. Il you happen
lo be encountering problems wilh your aquarium, there are a number of factors to
consider, including the water.
When encountering problems with your aquarium, water is one of the factors considered.
YWC uses a method of disinfecting our water called chloramination. Chlorine is added
during the treatment process, then a small amount of ammonia is added in a 5:1 ratio
(Chlorine:Ammonia) to provide a longer:lasting chlorine residual so it is present throughout
our distribution system. The hound ammonia can cause certain nitrite, nitrate, and
ammonia analyzers and test kits {particularly if they are color-based, aka colorimetric) to
give false results that are very high, as the compounds are all nitrogen-based. Free chlorine
residugl will be at or near zero in chloraminated water, Laboratory test methods (more
expensive - 85 - $555) will yield accurate and repraducihle results for each analyte. Some
are available to the well-heelad hobbyist, or take a sample taken 1o a lahoratory utilizing a
method sanctioned by the most recent edition of Standard Methods for Examination of
Water and Wastewalcr.
YWC is in compliance regarding nitrite, nitrate, and ammonia standards, regulations, and
guidante; we monitor continuously, our operators are licensed, and we test regularly. We,
and our families, live here and drink the water, too! Consider using a three-in-one {chlorine,
chloramine, & ammonia) conditioner. The pH of the tap water should be in the range of 7.4
to 8.8, and we do not use extra phosphaltes or other corrosion inhibitors for our corrosion
control. If issues continue, other items to check are:

¢ When did the fish begin to die?

» When was water last added to the aquarium?

* Were any new fish added?

¢ Have any new foods or plants been added?

« Were any sprays ar cleansers used near the aquarium?

¢ |s the aquarium new or have new materials been used?

* Have there been any changes in temperature?

¢ Has the dissolved oxygen changed?

* Has the aquarium been overloaded or could the fish be over or under-fed

» Were any chemicals used to fight or prevent disease?
Some use sodium thiosulfate or “Sealhem FPrime or Safe” to remove the chlorine and allow
bio-fitter(s) to use the extra ammonia). We form chloramines at = 5:1 ratio; so, if the total
chlorine rosidual is 2.0-mg/l there will he approximately 0.40-mg/L of ammonia added
(divide total chlorine residual by 5 and that will he very close to the total ammania in 1he
tap water).
To learn more about what is in cur tap waler, please see our Water Guality Analysis and
Water Quality Reporls, updated annually.
A few other helpful websites are an outline of the EPA’s regulations, AP Fish Care ({link
brings you 1o Ammonia lesting), and Monster Fish Keepers forums {link brings youto a
chloramine post).

‘Lettering in blue is additinnal information that is not publishicd an the website, s [or reference purpeses for
York Water Company employees to utitize when assisting customuars regarding these topics
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If you are interested in having your water tested by an accredited laboratory, two local
laboratories are:
* ALS {Analytical Laboratory Services) ~ drop-off for York is in Shiloh Village, or the
actual lab is in'Middletown. Call (717) 944-5541 to request instructions.
* LABS (Laboratory and Biological Services) — located in New Oxford, near Abbottstown.
Call (717) 259-6550 to request instructions.

Freezing Pipes / No Water in Very Cold Conditions

Pipes that freeze most often are those exposed to severe cold:

¢ Qutdoor hose bibs

* Swimming pool supply lines

s Water sprinkler lines

* Water supply pipes in unheated, interior areas, such as basements, crawl spaces,

attics, garages

¢ Pipes that run against exterior walls with little to no insulation

¢ When exposed to drafts, breezes, or cold winds, especially on windy days
Preventative Steps in the Winter that can reduce freezing plpes are:

» Repair broken windows and place insulation In cracks & drafty areas

* Keep a space heater or move warm air over pipes in high-draft areas

» Open a spigot or faucet to keep water moving if the above isn’t possible

¢ Keep the heat on when traveling

¢ [nstall pipe insulation

s Use pipe sleeves or UL-listed heat tape, heat cable, etc. on exposed water pipes.

Even newspaper provides some degree of insulation and protection to exposed pipes

If pipes do freeze, the best course of action is for you to contact a local plumber to help you
thaw it out and make the necessary repairs.
If the pipe has not burst, you can try to thaw it out with an electric heating pad, hair dryer,
towel soaked with hot water, or space heater. Apply heat by slowly moving the heat source
toward the coldest spot on the pipe. NEVER concentrate heat in one spot, as cracking ice
can shatter a pipe. Turn the faucet on and let it run until the pipe is thawed, and water
pressure returns to normal. DO NOT use a blow torch or other open-flame device, as there
are fire and carbon monoxide exposure risks.
If a frozen pipe bursts and water floods the home, turn the water off at the shut-off valve
before calling a licensed plumber for help, especially if you cannot find the broken pipe or
it’s inaccessible. DO not turn the water back on until the pipe has been repaired. Please call
customer service if you need an emergency water shut-off.
Please Note, Customers are responsible for protecting their water meter if it residesin a
meter pit. Insulate or heat-tape the pipes and/or meter. For meter pits, manufactured
housing, and very cold, drafty basements, check the heat tape... make sure it is warm and
plugged in.

*Lettering in blue is additional information thalt is nal puldished on the webisite. His fon reference purposes lor
York Witer Compainy employees to utilize when assisting customers regarding those topics
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Water Pressure — Why is mine low?
Due Lo the nature of our service area, pressure delivered to our customers will vary. The
water leaving our treatment plant is pushed out to the system solely through gravity. As
the water gets further out in the distribution system, pressure decreases, 50 we have
pumphauses and tanks set up to give the water an extra boost. Including the gravity
pressure zone, there are 26 different pressure zones in our main system atone.
Regulations state normal operating pressure should be between 25 and 125 PSIG, or
pounds per square inch gauge. Our company has a policy in place to ensure the static
pressure at the mains remains between 30 and 110 PS1 (The dillerence between PSIG and
PS1: PSHis an absolute pressure unit, while PSIG is a gauge pressure unitl; PSY can be used 1o
measure gauge pressure, absolute pressure, or vacuum pressure. As we are not going
below atmospheric pressure and are not in a ‘closed system,’ or vacuum, the terms are
inlerchangeable). Locations near the far ends of one pressure zone may experience
pressure that is on the lower end of that range. There are options available to modify the
pressure experienced throughout the residence; hawever, as our obligation ends at the
water main it is the customer’s responsibility to manage the pressure beyond that. There
may he times when a home is at a much higher or lower elevation from the main, or located
several hundred feet from the main. In these cases, someone from the company should be
{and most likely is} pointing these conditions out to the homeowner or builder so they can
take corrective actions during early construction stages.
Occasionally, water pressure suffers in the event of main breaks, nearby flushing, or fire-
fighting activities. These changes in pressure will be temperary, with the amount of time
varying depending on what event is occurring.
When the static pressure al the main is outside the company poal of 30 and 110 psi, there
are special arvangements the company uses as guidelines. If the pressure is:
s Greater thon 110 PSI— pressure reducing valves are required to be installed on the
infet side of the meler
e Belween 80 and 110 PSI — pressure reducing valves are recommended, but not
required; instatlation is at the discretion of the cuslomer
o Between 35 and 80 PSI - no special requirements needed, as this is normal
o Belween 30 and 35 PSf - oversized internal piping, meter, and service lines are
recommended
o Under 30 PSI— a supplemental service agreement is required

If you still require assistance after reviewing these topics, please do not hesitate to contact
customer service, who will be happy to help you.

fLetteing in biue is additional imformation that is not pultished on the website. (0is farreflerence purpases for
York Water Company employees to utilize wheno assisling customars regarding, these tapics



Who to Call & When {Distributlon, Maintenance & Graunds, Filter Plant

Dispatch: Emergencies; Same day reschedules or cancelations
Marlsol - Pressure ; No water; Fire Rydrants; Maln Breaks; Turn Cn schedule after 330p; Taste & Odor; Flushing
Rachel-  Meter Info; Meter sets; Meter schedule; Backflow; Same things as Marisol

Kelly - Lead service lines; Service Iine leak {SLPP); Turn on schedule after. 330p

Lower Shop: AFTER 3PM

Daulton (Sup.) A Turn on schedule after 3p; Rescheduled/"no-show” turn on appointment; Flushing

Colton [Asst. Sup.l\‘ : Emergency shutdowns; Main Brea‘ksILea'ks;. YWC Crews working; Pressure;

Tyler C. Dirty Water

New Construction:

Nick {Sup.) Main replacement projects; Maln extensions; Shutdowns

Kevin {Const. Coord.) Contractors working: York Excavating Co., Kinsley, E&K Services, etc.

Elder (Const. Coord.)

Wastewater:

Vaugh [Sup.} Leaks If wastewater system s Owner & Operated by YWC

Eric {Asst. Sup.) I YWC only bills, they need to call their Municipality
|Derek l'Assl. Sup.}

Jesse (Sup.) YWC Properties; Tanks

Andy § [Asst. Sup.) Cell phone compantes will call about placing their satellites on YWC water tanks --
tosh {Asst. Sup.} take thelr info and email 1o M&G

Fllter Plant:

Doug {Wates Quality Manager)

Katring {Asst. Sup.} Water Quality concerns

Jed {Asst. 5up.)

Engineering:
Kent [Engineering Managerl New services/New connections to YWC; Splilting services;

Lynsey {Englneering Tech.) Hydrant Flow Tests

Devon {Engineering Tech.)

Operations Services:
joe (Supply Chain & Operations Manager) I Backflow; Meter pits; Meter Instalis

Jeff (Dperatlons Services Coordinator)
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CONTACT NUMBERS

ABBOTTSTOWN BOROUGH

717-259-0965

NORTHEASTERN YORK CO SEWER

717-266-7406

BERWICK TWP

717-632-1829

NORTH YORK BORQUGH

717-845-3976

COLUMBIA WATER — WRIGHTSVILLE

717-684-2188

PARADISE TWP (ABBOTTSTOWN}

717-259-0385

CONEWAGO TWP (BILLING: 1-877-330-1699)717-266-5518 | PENN TWP 717-632-7366
DALLASTOWN/YOE 717-244-6626 | RAILROAD BOROUGH 717-235-5042
DOVER BOROUGH 717-292-6530 | RED LION 717-244-3475
DOVER TWP 717-292-3634 | SHILOW WATER AUTHORITY 717-764-3624
DOVER SEWER AUTHORITY 717-292-5355 | SHREWSBURY BOROUGH 717-235-4371
EAST BERLIN BOROUGH 717-259-9224 | SHREWSBURY TWP 717-235-3011

EASTERN YORK CO SEWER (HELLAM)

717-252-2797

SPRING GARDEN TWP

717-848-2858

FAIRVIEW TWP

717-901-5261

SPRINGETTSBURY TWP

717-757-3521

GLEN ROCK WATER/SEWER

717-235-2082

SPRINGFIELD TWP (SEVEN VALLEYS)

717-428-1413

HAMILTON TWP {ABBOTTSTOWN])

717-259-7237

SPRING GROVE BOROUGH

717-225-5791

HANOVER BOROUGH

717-637-3877

STARVIEW MHP (CENTRAL OFFICE ~ OPTION 1)

717-266-6696

HEIDELBERG TWP (SPRING GROVE}

717-225-6606

STEWARTSTOWN BOROUGH

717-893-2963

HELLAM BOROUGH (SEWER — EYCSA)

717-755-0810

WASHINGTON TWP (EAST BERLIN)

717-432-9082

HELLAM TWP (SEWER — EYCSA)

717-434-1300

WEST MANCHESTER TWP

717-792-3505

JACKSON TWP

717-225-5661

WEST MANHEIM TWP

717-632-1539

JACOBUS BOROUGH

717-428-1752

WEST YORK BOROUGH

717-846-8889

JEFFERSON/CODORUS JOINT SEWER

717-744-5234

WINDSOR TWP

717-244-3512

LOWER WINDSOR TWP

717-244-6813

WRIGHTSVILLE BOROUGH

717-252-2768

MANCHESTER BOROUGH 717-266-1022 | YOE BOROUGH 717-244-5904
MANCHESTER TWP  717-764-4646 | YORKHAVEN BOROUGH 717-266-7261
MOUNT WOLF BOROUGH 717-266-3211 | YORK NEW SALEM BOROUGH 717-739-6053

NEW FREEDOM

717-235-2337

YORK TWP

717-741-3861

NORTH CODORUS SEWER

717-225-1324

YORK CITY (& YC SEWER/TRASH)

NORTH CODORUS TWP

717-225-4812

717-849-2268

YORK CITY 717-848-4059
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CONTACT NUMBERS

ETTERS/ GOLDSBORO 717-938-3456

LETTERKENNY TWP/ORRSTOWN 717-532-8716

NEWBERRY TWP 717-938-6992

READING TWP 717-624-4222
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CONTACT NUMBERS

CATHOLIC CHARITIES 717-845-2696 | CREDIT BUREAU OF YORK {(CBY) 7174843-8685
SALVATION ARMY 717-848-2364 | PAYMENTUS (YWC USE) 1-—800-4 20-1663
GIVES $50 MAX TAKES CALLS M-F 9-1130 & 1-330 customercare@paymentus.com

PAYMENTUS (CUSTOMER USE) 1-888-476-8910

OPTIONO

SAINT MATTHEWS CHURCH 717-817-5480

(HELPS SAME CUST EVERY 90 DAYS) 717-817-6001

CUST SERVICE ONLY # 717-845-2721
GIVES 550 MAX TAKES CALLS TUES. 830-930 FCFS
LUTHEREN SOCIAL SERVICES 717-852-4357

750 KELLY DR — YORK, PA 17404-2433

Community Progress Council 717-846-4600

OTHER:

MET ED/FIRST ENERGY 1-800-545-7741

ADAMS ELECTRIC COMPANY 717-344-5211

PP&L

YORK WATER COMPANY:

MAIN OFFICE:

130 E MARKET ST ~ YORK, PA 17401-1219
P: 717-845-3601

F:717-845-3792

E: customer.service@yorkwater.com

www.yorkwater.com

PAY BY PHONE (IVR/AUTOMATED CALL) 1-866-665-9578
DISTRIBUTION:

1801 MT ROSE AVE - YORK, PA 17403

1-800-342-5775 1-888-232-6732 | EMERGENCY/AFTER HOURS # {FOR CUSTOMERS) 717-848-2984
COLUMBIA GAS 1-888-460-4332

COMCAST/XFINITY

2801 E MARKET ST - YORK, PA 17402

1-800-266-2278

YORK WASTE DISPOSAL 1-800-210-9675

REPUBLIC SERVICES {WAS WASTE MGMT) 1-877-485-7255

PENN WASTE

717-767-4456 |

CALL BEFORE YOU DIG 811

METER READER PHONE #is:

PA 1 CALL (SERVICE LINE LOCATION) 1-800-242-1776

PA PUBLIC UTILITY COMMISSION 1-800-692-7380

ALS ENVIRONMENTAL {water testing lab} ~ 717-505-5280

2323 CARLISLE RD — YORK, PA 17408

YWC USES FULTON BANK IN LANCASATER, PA
PO BOX 3009

LANCASTER, PA 17604-3008

Analytical Lab Services {water testing lab)  717-944-5541

LABS (water testing lab) 717-259-6550

Micro Labs (water testing lab) 717-763-0582
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TYPE MAPPING (GROUP)

3 ESTIMATED BILLS JAUTOMATIC
CUST CALL-COMMENT ONLY CUSTOMER SERVICE
CUST CALL-DIRTY/RUSTY/CLOUDY LOWER SHOP
CUST CALL-HIGHL.OW PRESSURE ' [LOWER SHOP
CUST CALL.LEAK AT METER METEA REPAIR
CUST CALL-NQ WATER LOWER &HOF |
CUST CALL-NOISE IN LINE . IMETER REPAIR |
CUST CALL-PARTICLES IN WATER LOWER SHOP
CUST CALL-TASTE AND ODOR _ LOWER SHOP
CUST CALL-VERIFY READ & MiU METER READ 7
CUST CALL-AIR IN SERVICE LINE LOWER SHOP
[CUST CALL-CONSUMPTION HIGHLOW |METER READ
FINAL READ . METER-READ

. |M-DIRTY OR 6TEAMED REGISTER METER L
M-EXCHANGE AND TEST METER %  IMETER REPAIR
M-EXCHANGE RF MIU IMETER AEPAIR
M-INSTALL RF MIU ; METER REFAIR
M-INVESTIGATE STOPPED METER METER REPAIR
M-INVESTIGATE RF MItJ NO READ |METER REPAIR ____
M-METER RUNNING BACKWARDS METER REFAIR
[MFMETER SLOWING DOWN METER REFAIR.
METER EXCH-ROUTINE METER REPAIR
METER EXCH-BILLING VALIDATION METER REPAIR.
METER RESET & RESEAL METER REPAIR
METER BET METER REPAIR
s METEH WORR METER HEPAIR
[REREAD METER READ .
'REMOVE METER AND FINAL |[METER REPAIR
RE UNIT AEPLACEMENT ~JMETER REPAIR
SHUT OFF & FINAL READ [METER.READ
START READ METER AEAD
TEMP TURN OFE/TURN ON 3G vipie ¢ [LOWER SHOP
TURN ON & BTART READ COWER.SHOP
TURN ON DELINQUENT GUSTOMER __[METER AEAD
TURN ON METER ABSET & AESEAL __IMEJTER REPAIR
TURN OFF & FINAL READ _ METER READ
UNIGUNIN VX Felbny_ MRQMATE
mnunl._Jirn AN meity Read |

. . ({', \k
« oo @AY ¥A

T.ON & START READ WiTH RF MIU INSTALL- ORDER SHQULD
BE DONE AS A TURN-ON BUT IN RESOLUTION SUMMARY ADD
INSTALL AF MI\J- MAPPED TO LOWER SHOP BUT SCHEDULED

UNDER METER REPAIR SCHEDULE .

~

L
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Helpful Resources:

York Water Company website

York Water Company Iritranet (internal employee use only)
PA PUC website |
Paymentus

Oracle

Computer-Folders/Drives

Neptune 360

Paylocity {internal employee use only)

. ZAC phone system

10. Outlook email

-11. TEAMSs chats

e NN D WN e
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Lower Shop Reminders

Any email sent to Lower Shop should go t

Turn On Schedule
o Appointments
s  Make sure to have the appointment, municipallty, and appolntment type to the
schedule,
" We do not give a call ahead for turn on appointments.
* Rescheduled appointments for future appointments, should be emalled to the
LS supervisors.
= Canceled/Rescheduled appointments for the same day, call Dispatch.
o If an appointment is scheduled after 2:30p, for that evening or the next day, please email
information to LS supervisors.
o After 3:00p: should be calling Lower Shop or Dispatch before scheduling an appointment
for that evening or for the next day (unless next day 4-6p/6-8p).
* |f approved, note who approved the appeintment in your email to us.
o Friday after 3:30p: the next available appointment is Monday 4-6p/6-8p.
. _do niot have access to the LS printer to get the work order for
the Saturday worker.
o Appointments shoutd not be scheduled/placed on turn on schedule until the customer
has application submitted and in QOracle,

Turn On appointments (and any appointment) that have a Meter Pit should not be scheduled for
night {4-8p)
o Confined Space - needs 2 people (anly have 1 for night)
o Roving Utilitymen do not have Neptune 8elt Clip readers like Meter Readers do - they
get thelr reads manually off the meter.

Work Orders
o Leave a Service Request as "Entered” until you have an appointment scheduled. if open,
it will print without any appointment details.
* All appointment info should be on the SR/WO
o Updates: do not delete old information on the service requests in Oracle — only add new
information.

Lower Shop leaves at 3:30p
o Calls after 3:30p should go to Dispatch, as we are most likely no longer in the office with
access to schedules, WOs, etc.

Service Line Protection Plan
o Appointment is needed.
= Can't dlagnosis appropriately if the customer is not present.
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* Listens'on service line — needs to know If water Is belng used inside or

not.
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. MONDAY 7/ 11245 55

- b

ety e -t

TIME

REASON

8-12 AM

METER EXCHANGE

8-12 AM

BACKFLOW

8-12 AM

METER TEST - FEE PAID

8-12AM

METER TEST - FEE PAID

8-12 AM

8-12 AM

8-12 AM

8-12 AM

8-12 AM

B8-12 AM

8-12 AM

812 AM

10-12 AM

12-2PM

METER EXCHANGE

12-3PM

METER EXCHANGE

12-3PM

12-3PM

12-3PM

12-3 PM

12-3 PM

1-5PM

METER EXCHANGE

1-5PM

4-6PM

METER EXCHANGE

6-8 PM

4-8 PM

METER EXCHANGE

48 PM

4-8 PM

7:30 AM

CTEs
we e

8:15 AM

ADDRESS

TOWNSHIP

INITIALS




6zt

9:00 AM

S45AM |

10:30AM | -METEREXCHANGE.. -

13sam | ¢

1:00 PM :7~.:'. ‘.“.7:‘.7'.'.:7 i

1:45PM

2:15PM

DATE OF DEPOSIT

JAN 13 2025

PA PUSLIC UTILITY COMMISSION
SECRETARY'S BUREAU



THE YORK WATER COMPANY

(’3 Policy

T

, Approved by:  William T. Morris TW\ Flle: Service --Pressure
Date: July 2002
Revision: Page 1 of 1

- SERVICE - PRESSURE CONSIDERATIONS

Due lo the nature of our service area, pressure delivered to our customers will vary. In
view of this sltuation, it is imperallve that we determine the expected stallc pressure before
we agree to provide service.

The Pennsylvanla Safe Drinking Waler Acl Repuiation (§109.607) and the PaPUC
Regulations (§65.6) spectliy that normal operaling pressure should be not less than 25 pslg
nor more than 125 pslg, at the main, except thal during periods of peak seasonal loads the
pressure at lhe time of hourly maximum demand may be not less than 20 pslg nor more than
150 psig. '

It has been our Company's policy to make special arrangements when the static
pressure at tha main ls 30 psl or less and 110 psl or more,

The guldslines are: :

Graater than 110 psl - Pressura reducing valves are regunrgd to be Installed on
lhe Inlet side of the meter.

Pressures 80 psl to 110 psl - Pressure raducing valves are rgwnﬁgd but

nolt required, The Installation Is at the discretion of the customer

Pressures 35 psi to B0 psl - Normal range, no speclal requirements nesded.
— Pressures 30 psi to 35 psl - Oversize Internal plping, meter end service lines

of are recommended. _
({o Pressure lass than 30 psl - The attached Supplemental Service Agreement and
\ﬁ}(&? )qnwb Covenant Is required bafore service cen be provided.
D (D O
Qd’ Although our obligation for pressure ends al our water maln, we should recognize that
QJuf\ u[)" there may be times when a home is at a much higher or lower elevation than the main or is
)<o Q" located several hundred feet from the main. In these cases, we should point oul these

conditions to the homeowner or bullder so they can take corractive action during early
construction-stages.
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SUPPLEMENTAL SERVICE
AGREEMENT AND COVENANT

THIS AGREEMENT made the day of ,A.D.
20____, between THE YORK WATER COMPANY, a corporation organized
under the laws of the Commonwealth of Pennsylvania, having its
principal office in the City of York, in the County of York and
said Commonwealth, hereinafter called “Company,” of the first part;
and

hereinafter called “Applicant,” of the second part, WITNESSETH:

WHEREAS, Applicant is the owner of a tract of land iﬁ the
, in sald County of York and has requested
Company to provide service for the Applicant'’s use.

NOW, THEREFORE, in coneideration of the premises and the
mutual covenants and agreements herein contained, it ise
specifically covenanted and agreed by and between and for the
benefit ©f the parties hereto, theilr respective successors,
executors, adminiegtrators and asaigns, all of whom it is expressly
agreed and bound hereby as follows, to wit:

It is hereby covenanted and agreed that The York Water
Company, under the provisions of 52 Pa.Code §65:15 “Refusal to
Serve Applicants” of Pa. P.U.C. Water Regulations and under the
Rules and Regulationas of said Water Company, may properly and does
hereby decline to serve Applicant or Applicants for water service
for
shown on said Plan

and that said The York Watexr Company shall have no obligation to
serve any of sald lot or lots unless the following conditions and
requirements for adequate water service for domestic purposes only
shall have been complied with for each such lot or lots for which
application may be made in the future:

(3) A one (1)} inch Company gervice line and a one (1) inch
customer service line, which together will connect the
regspective home with the water main, and also a three-

~ fourths (3/4) inch meter shall be installed, and minimum

and block rates for water service shall be based on such ..

meter size.

(8) Piping throughout the premises shall be properly sized so
that excessive pressure losses are not created which
would curtail the adequacy of service available to the
customer.

131




(C}) A pump and presgsure tank arranged for automatic operation
properly sized and designed to provide an adequate volume
of water at an adequaté pressure shall be installed and
maintained in the ‘basement of each home at the owner’s,
customer’s, developer 8 or builder’s expense, (The
minimum size pump recommended would be one capable of
delivering a flow of 15 gpm at a net head of 20 psai with
a 20 gallon pressure tank.)

This covenant and agreement shall constitute a covenant
running with the land and said agreement shall be acknowledged and
recorded in the York County Court House.

IN WITNESS WHEREOF, the parties heréto have caused these
présents to be duly executed under seal, in duplicate original, the
day and year first above written,

ATTEST: THE YORK WATER COMPANY

. By .
Secretary o ' President
WITNESS:

(SEAL)

{SEAL)

{SEAL)
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COMMONWBALTH OF PENNSYLVANIA )

{ B8 .
COUNTY OF YORK }

On this, the day of . 20 . before me,
a MNotary Public, the undersigned officer, “personally appeared
» who acknowledged himself to be the
of THE YORK WATER COMPANY, a corporation, and that
he as such ' belng authorized to do so, executed the
within Supplemental Service Agreement and Covenant for the purposes
therein contained by signing the name of the corporation by himself
aa .

IN WITNESS WHEREOF, I have hereunto set my hand and official
geal .

Notary Public

COMMONWEALTH OF PENNSYLVANIA )
{ BB.
COUNTY OF YORK )

On this, the day of 20 , baefore me,
a Notary Public, ‘the undersigned officer, peraonally' appeared
. known to wme {(oxr satisfactorily proven)
to be the pergsons whose names are subscribed to the within
Supplemental Service Agreement and Covenant and acknowledged that
they executed the same for the purposes therein contained.

IN WITNESS WHEREOF, I have hereuntc gset my hand and official
geal. .

Notary Publie ..
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[ 'How To for New Customer Call Toggles — }

You will be using these CUST CALL options to document encounters with customers. We need to
document customer encounters/disputes, provide resolutions to the issues, and then a date of the
resolution. The new toggles (aka options to select) need to be used moving forward for tracking
purposes. Refer to your other attachment on what toggle to use when.

Enterlng In a Toggle Note with CUST CALL begins the same way you would create a work order. The new
steps begin when you in the Workbench tab of the Service Request notes.

Example here is for CUST CALL — BILL DSIPUTE

1. Inthe problem summary, you will explain the call similar to the past when a customer has a
concern.
a. ‘ALLED 11.30.23 - DISCUSS HIGHER BILL - UNSURE WHY - EXPLAINED ABOUT
POTENTIAL TOILET LEAKS, WATER USAGE AT SPIGOTS, AND HOW TO CHECK THE METER -
FC WAS USED TO HELP LOCATE TIME OF USAGE SEEN AND SROW HOW MUCH USAGE TQ

pATE [

%snum.mum“tum.;rm ISR AR S SR = AV N 77
: o NS 2 i R e - R @ Loganduom LDa;hboard(E] l 1))

T} - i B el T :

e g ol o ‘m 3‘”‘0"2"”101 ;

L : WW@ o sploust cat - il

y T g It

o

- . i v
[_subpcﬂ]mmumh ’cmm-mdarmu Tasks Intencum n.lmdob;uu §3Mu_t|_l!_l_g|y {Choiges’ @vuﬁco.gau 11t BaEbte N o

RS = Notos e :

Prouqm Summiry 130,23 mscu i _‘] PR
_ Prottm Code ]_' ] ,l ety T ) TTI_H_N?._}
: 'urgi_ncy [imenediate [n.spond rmn}. _._,_] {0 ncrmnu) )
\ DOUT = ‘:‘.W '—H\Bnmée o J_Doult ] yio §

N TOII..ETLEN(B.WATER USAGE AT SFIGOTS.NID HIJWTO CHECK THE
METER {FC VIAS USED, LP LOCATE TIIE OF USAGE SEEF AND SHOW HOW
MUCH USAGE TO DATE

. i R it Rt
] [PUEUIRRR )

o _F] \asithiny L

T _-3
B

e e — o Ywi

__': l l Nete Detats IG) l rlng and Tates (E) ]

DATE OF DEPOSIT

JAN 13 2025

PAPULLG LLTY COMMISSION
SECRETARY'S BUREAU
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(F:\ 2. You will then note the resolution to the call in the Resolution Summary section

LR ST
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3. You will then riéed to enter the Date it was resolved here (this'ls cruclal to.enter). -
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4. Save and Exit — results will be this now

R
[ Q
f
)
0
i 0 0
' I
il.0)
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_ cu S'I' CALL™ Bll.l. DISPUTE

s JJREREAD ~ =

SERVICE I.INE MSTALL "

4 S o
5T FEa

DoY)

CUST/CALLEBILUDISPUTE, .~ ‘bogisiityrtSainny = v e i Aoy R e L

CALLED (10023 L CDISCUSS HIG]I-;:ER BILLZ UNSURE WHY ‘EgtPLAINEo ABOUTIPOTEMIALSTOILEI
' R AR ; i

) ¥ )

.2023111130,1033 , [

T ; J.'x
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F\ Toggles {Options) in Oracle for work orders — entered notes for customer calls/interactions

[ CUST CALL - BILL DISPUTE

All disputes over the bill; Use when customer disagrees with their invoice;
can include consumption billed for, total balance, etc.; offer details and
resolution if achieved when explaining information

(if a high consumption type call and a reread is asked for OR an
appointment is approved to schedule = then you will use CUST CALL ~
CONSUMPTION HIGH/LOW

CUST CALL - COMMENT ONLY

Use for general/all other notes/comments for account

CUST CALL - DIRTY/RUSTY/CLOUDY

Use to document details from customer interactions on what customer
experienced — resolution and suggestions can be noted

CUST CALL — FORMAL SEWER

Use ONLY.b

CUST CALL - FORMAL WATER

Use ONLY by.

CUST CALL — HIGH/LOW PRESSURE

Use when an appointment is needed to verify the pressure at the address

CUST CALL ~ INFORMAL SEWER

Use ONLY by to track filed cases

CUST CALL - INFORMAL WATER

Use ONLY by to track filed cases

CUST CALL - LEAD

Use when someone calls about possible lead lines (oﬁer the tips on how to
check thelr.service line materlal), possible exposure — If unsure thelr service
line materlal, you can schedule an appointment for ‘this using a work order
called Verlfy Service Line Material with the Lower Shop schedule.

CUST CALL - LEAK AT METER

Use when an appointment/work order needed to check if meter Is leaking

CUST CALL — NO WATER

Use when an appointment is needed to verify why No Water throughout
entire home (verify no other reason for this such as shut off, turn off, work
In area, etc.)

LUST CALL — NOISE IN LINE

Use and document detalls from customer interactions on what customer
experienced — resolution and suggestions can be noted

CUST CALL - OTHER CONTAMINATES

Use when asked about the water quality report, what YWC tests for,
guestions on PFAs, questions on Floride {website has tools to assist on
these questions too)

CUST CALL ~ PAWC SEWER INQUIRY

Use to track all calls about PAWC - your note should state the following:
“Call received xxx date & referred #s for PAWC — date of contact -- initials”

CUST CALL — TASTE AND ODOR

Use when customer has experienced taste/odor; list details experienced
and relevant information; may be used if flushing is deemed appropriate by
Filter Plant

CUST CALL - VERIFY READ & MIU

Use when getting another reading for customer; note reading/date when
received back and usage that has occurred

CUST CALL - AIR IN SERVICE LINE

Use and document details from customer interactions around air in lines -
resolution/suggestions can be noted

CUST CALL — CONSUMPTION HIGH/LOW

This is a result/follow up note from the CUST CALL - BILL DISPUTE option;
Use when notating the readings obtained; use also when approved to
schedule a High consumption appointment.
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What to do When a Payment Agreement Customer Moves . -

***First: Using this method Is for those who have not had a Change In Circumstance or the PUC

requlring a new agreement. !f so, create a new PA and Jump to step T~ (after writing down the BIIi to
Locatlon ID from the old address)***

A. Transfer the total balance from the OLD address to the NEW address (wait for the final bill to be
in the system first}

B. Go to the OLD address, we need to gather information’

€. Gointo the Payment Agreement on the-OLD address

D. Once In the Agreement, click the "View Actlvity” button

[Dl'l:l"'l.i! I'I'Ilﬂlﬂ. AATH = WAQWLIEG »IRL (RAR)pRALAG Vwmi-avisf

lio-F10-10it Faprert
foi-bet-3eiq freien T

Lt e L TR T NI LT, L. UL L
1=10.0%

S P . a]

SR 1 LE.T
iy o] St e et SERRRANH 7T T TN e :
I e Fa Tl L il AV e LA e B ki i 2 e .uu:i'._. e - TR S
Buwvum Tecplee l_u.u LI T

) lll'ol- -m‘?‘ Wi

E. You'll need to write down the final payment agreement balance listed in theﬁ’m *A’ffjf

column. In the example above that number Is $199.37. Not the Total Bal Number!l

Write down the®ixed AMBIE, fn this example It Is $15.

G. Exit out of the “Viely AGAET. Write down the Bill Locatlon from the upper right corner and the

YiypeY and *ColEl if they are not “1” 8 "Blank”,

H. Now that you've gather al! the Informatlon from the OLD address, you're ready to start working
on the agreement on the NEW address.

I, Go tothe NEW address front page. Click Payment Agreement.

J.  Press the 4MEW} button.

K. Because this Is a continuation of a previous payment agreement, we don't necessarily need to
enter all the inforration that we normally would for a new payment agreement (afthough It
wouldn’t hurt anything if you filled out every fleld on the form). The following includes the few
flelds that are absolutely necessary.

L. Enter the STyP¢f and#CH¢E the same as the previous address.

M. Change the Description and Agreement Notes to Indicate that this agreement entry is just a
continuation of the agreement made at the previous address. As shown below:

m

Typo Code _' Description .~~~
'1 . 71|Blank v_Il[Flrst PA- CONTINUED from previous address

This PA Is Just a confinuation of the agreament tha customer
Agreement lantared while living at The previous Bill
Notes Location ID was
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N. For the Initial Qutstanding Charges and Initlal Outstanding Months flelds, | would either blank
them out or use the values from the agreement at the previous address.

Initial Outstanding Charges ~; Initial Quistanding Months I-

0. Atthls point It would be a good Idea to click théi§3RE}button to save your work.

P. To carry forward the balance of the payment agreement from the previous address, click the
“Agreément Ad]ustmgﬁi? button. Use the amount from step E. Use a date that Is at least one
day after your balance transfer date {You can always look at the previous PA for the Credit
memo date} It should Iook like the example below: (then save and close)

o Adjostment Explanatjon B e Amoint
|Balance forward from PA at previous address. =~ . o .'[. 199372
B T
T A T A S TS T A P WA I T R S S T LT L l =
= i_;_._.,;__,_._____:_z_._,_:!‘.’,.__;m;_.._,...”. 3 ZEEE ST b AT S o AR e B e hewim o, vmnn B nrmn a2 e o 3 Sm pket mim  am  nmee

Q. took up the customer’'s next due date from the 8ilting Schedule.

R. Now click the ¥ERfaf Paymisint TeFid button and add the terms. Most of the time you will NOT
need to add a one-time payment. You can use the next due date and put In the ongoing terms
with the same Fixed Amt written down from the previous address. * *the date still has to be at
least 2 weeks from when you enter it.

S. Close out of the Payment Terms and save your work

T. Clickon the‘JEﬂltLoéaf ai&ibutton as show below:

Agreemem List ' - R v e o o ¢ e o e e
Prevlnua Locnllnn [ Noxi Location lElﬂanulh_ui

U. Asshown below the NEW address Bill Location ID will be in theCurrent.BIll $[t8" box. Enter the

Bill Location tD from the OLD address in the ¢Préviaus B SKE” box. Then click SRefresly
*AddrEss! button to view the customer name and address connected to that Bill Location ID. If
the name and address are the correct OLD address, click Save and Close,

V. The Agreement area should now have the Previous Location button enabled. You can now click
the Previous and Next Locatlon buttons to move between the two addresses. Also the TS
Agtivity'7button will now report on payment agreements from both locations.

W. Lastly click thé Y&ffekflbutton

Amuunt Leval

I s b o m—— ¥ A —— 2

7 TUIfd“’WEaYm'lLoh:l [VlowPaymumBg,“moml
T ErtarhcivityNpres | l__'!!—f;w"im}]g"" %j

To the right of the “View Activity” button. To make sure the Agreement Is updated.
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“That good Yark water”
SINCE 1818

York Water Cares (YWC)
Low Income @M@m’




THE YORK WATER COMPANY

YORK WATER CARES (YWC)
LOW INCOME CUSTOMER
ASSISTANCE PROGRAM

HRFGAGHON, 177, T L e L T L T S

The York Water Company's York Water Cares (YWC) Low Income Customer
Assistance Program ("Program"”) provides an alternative to traditional coliection
methads for low income payment troubled customers. The Program is designed to (1)
make water service more affordable to low income customers; (2) reduce water usage;
(3) provide a cost effective means of collections; and (4) reduce past due amounts.

The Compaﬁy‘s York Water Cares {YWC) Low Income Customer Asslstance Program
includes the following features:

A it will be targeted to low income payment troubled customaers (150% of
poverty level).

A& It will include a water usage reduction component with plumbing repairs and
the installation of water conservation devices.

4 It will Include a requirement of monthly payments of not less than $5 nor
greater than $15 to reduce past due amounts.

& Customers will earn immediate forgiveness of past dus amounts in an amount
equal to the agreed upon monthly payment to reduce past due amounts.
Totat forgiveness of past due amounts will be limited to $120 for each
participant.

Initially, the Company's Program will include approximately 30 low income, payment
troubled customers, There will be no limit to the number of customers allowed to enroll
In future years.
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Water-Usdge.Audit”

SRAYMEHETIOUBIGALCUSIONICES - 00 ot o i i i T 0

The Company will Identify those customers whose past due amounts have exceeded
$100 or more for a period of five (5) successive months for potential inclusion in the
Program.

SLoW.[come Customers ..o

The Company will determine which of the customers identified as payment troubled
(past due amounts exceeding $100 or more for a period of five (5) successive months)
are income Leve! 1 (150% of the federal poverty income guidelines) customers.

SIS tOMor ASSISEANGE POGraM AGIEBIGIE & b T4, /4 o[ i

Customers determined by the company to be payment troubled, low income customers
will be asked to sign a York Water Cares (YWC) Customer Assistance Program
Agraement whereby they agree to (1) pay their current water bill; (2) make an additional
payment applled to thelr past due amount; (3) recelve an immediate forgiveness of past
due amounts in an amount equal to the agreed upon monthly payment to reduce past
due amounts. Total forgiveness of past due amounts will be limited to $120; (4) permit
an in-home audit of plumbing and water fixtures and (5) permit a qualified plumber to
make minor in-home plumbing repairs and install water conservation devices.

iWater Usage:RedUction i oo iy i o

The Company will determine which of the customers identified as payment troubled and
identified as low income would benefit from a water usage audit.

The Company will perform an in-home water usage audit for those customers who the
Company has determined may be using axcessive amounts of water, The water usage
audit will identify the need for minor plumbing repairs and water conservation devices.
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:MinorPlumbing Repaits anid Water Conservation Devices - . = .~ ..

For those customers that were identified as needing minor plumbing repairs and water
conservation devices, the Company will, at no cost to the customer, engage a plumbling
contractor to make necessary repairs and instali necessary water conservation devices.

PaSU Dile AMOURLEGTGIVONTSS. - oo o o o o i L o o

Upon the receipt of a payment of a past due amount, the Company will inmediately
forgive an additional past due amount In an amount equal to the agreed upon monthly
payment to reduce past due amounts. Total forgiveness of past due amounts will be
limited to $120 for each participant.

SProgram-Evalliation | - Liie s no o e i

The Company will conduct an evaluation of the on going costs and benefits of the
Program, including an evalualion of customers continued participation in the Program.

i i
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THE YORK WATER COMPANY

> YORK WATER CARES (YWC)
CUSTOMER ASSISTANCE PROGRAM
FLOWCHART

$100 or more — No —
Arrears List

'

Yes

}
160% Poverty Level J — NOo ——»
'

Yes !

}

Water Usage Reduction —3 No [ Enter Program ]

}

Yes

'

Water Usage Audit,
Water Conservation
and Pumping Repalrs

}

Yes

}

Enter Program
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@ THE YORK WATER COMPANY

YORK WATER CARES (YWC)
CUSTOMER ASSISTANCE PROGRAM AGREEMENT

agree to enter The York Water Company's York

({Print Name)

Water Cares (YWC) Customer Assistance Program.

As a participant in The York Water Company's York Water Cares (YWC) Customer
Assistance Program, | further agree to:

Pay my current water bill monthly.

Make an additional payment of $ per month (in addition to the
currently monthly charge) of not less than $5 nor greater than $15 applied to my
past due amount.

Receive an immediate forgiveness of $ per month of my past due
amount in an amount equal to the agresd upon monthly payment to reduce past
due amounts. Total forgiveness of past due amounts will be limited to $120 per
participant.

Permit an in-home audit of my plumbing and water fixtures to be conducted by
The York Water Company personnel {o assess the need for conservation devices
and plumbing repairs; and

Permit a qualified plumber to install water conservation devices and make in-
home plumbing repairs.

{Company Signature) {Customer Signature)
(Date) {Date}
(Customer Name)
(Service Address)
{Account Number)

145



'

Requested By:

Cashier — Form for help/corrections/investigation

Note to CS8s: please inform the customer that you will respond back when an answer is available;
please allow a few days to properly Investigate their concern/question

Reason for request

Moving a payment
Apply open payments
Research payment(s)
Other

c 0 0 O

Moving a payment:

Where Is the payment now — Full Account number:

-- Address's Location Number:

Where does the payment need moved to -- Full Account number:

-- Address’s Location Number:

What is the amount of payment AND date of transaction:

i
Apply onen payments:

Apply the payments at this account number to the open invoices:

-~ Address's Location Number:

Researching payment(s):

Where is the payment located {full account number):

What Is the amount of payment AND date of transaction:

Additional details from customer/CSR:

Other:

Please explain the reason for your request/details to help cashlers:

Cashler comments:

Sign off by cashier:
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- CSR Front Counter Daily Log

Name

Date

Customer Name

Time

Thank you in advance.

The York Water Company
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What is Customer service to you?

‘ ' II.le i
) *miiﬁﬁﬁﬁ 2




Effortless Introduction
Greeting



Verify




Listen Actively and
Respond Appropriately

y Ask open-ended questions

.....

| Listening |
Skills

%. \\ m“'ﬂ, .
- "Reflect feelings
“Be attuned to feelings

Ask probing questions

.........

- i Paraphrase
™




Offer Resolutions
and Suggestions

DATE OF DEPOSIT

JAN 18 2025

pA PUBLIC U1 LTy COMMISSION
SECRETARY'S BUREAU




Summarize and
Close
Brand Closing




NOTATE




Call Flow

Greeting-
State who you are
brand company
offer assistance
Verify-
ensure you are speaking to the correct person
verify correct phone number and email address
Listen Acttvely Respond Appropnately-
Paraphrase concern
Address concern
Offer siiggestions- Be proactive
Lead correction
TAP
Payment plans

Review wﬁat was completed
Ask if there is anything else to assist with
Brand closmg- Thank you for calling the York Water Company

NOTATE ON'EVERY CALL
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3.22.24 Team meeting

Agenda
-

Quote
Thank for survey responses

Based on results and observations, there is
room for change and growth. Over the next
couple of months there will be incremental
adjustments made. Some of the changes are
in alignment with what is already being done
(it will just be more defined) others will be
new. All in all it is a part of growth

1st adjustment- Effortless Introduction

Huddles- 15-20 min meetings fo discuss
different topics lead by peers and leadership.

Future Huddle volunteers?



BSL

Change is inevitable in life. You can
either resist it and potentially get run
over by it, or you can choose to
cooperate with it, adapt toit, and learn

how to benefit from it. When you

embrace change you will begin to see it

as an op |.',J ortuni ty for growth.




Effortless Introductions

An Effortless Introduction is part of a framework in customer service
designed to simplify the customer journey, while also supporting the
growth of the company. It includes:

Examples:
» Greeting » + Good morning; Good afternoon; Hello
« Brand Company - » * Thank you for calling York Water

company
« Who am | speaking with? Please confirm

Verify \ your address
«. |1 have your number as... and email as...
. Ask <: is this correct?

+ We do not have an email on file, May |
have your email address?

#DigitalDrive

6
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3.27.24

%ARM MEETING

JAN 1 3 2025

PA PUBUC UT”_”-Y co
SECRETARY’S BU

MiISSION
REAU

—_
)]
iy



AGENDA

Quote

Team Building Activity-
Payment Arrangements-

Upcoming Expectations
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GAME- RESTORATION PAYMENT AGREEMENT TOPIC- DILMARIS

= True or False:

= Acustomar was shut off today. The customer has never had a payment agreement. Tha customer was shut off for $200.00. The customer calls and needs to have the
servicas restored. The customer cannot pay $200.00 plus $15.00 turn on fee. A CSR says, “well sorry you wers shut off today and the total amount to restore service is
$215.00". True or False: the CSR said the correct infarmation?

+ Answer: False. They ere eligible for a Restoration Payment Agreement.

* From the previous example, what is the correct amount the customer would have to pay to enter into a Restoration Payment Agreement? They were shut off for $200.00
as areminder,

« Answer: $200/24 (this is 1/24 of the shut off amount} plus the $15.00 turn on fee. So, $8.33 plus $15.00= $23.33,

+ Whatis the number of payment agreements we are required o offer?

« Answer: PUC requires 2 Company Payment Agreements to be offered.

+ Acustomer has defaultad on Company Payment Agreement #1. A customer has also defaulted on Company Payment Agreement #2. They were also shut off today for
$500.00. True or False: They are not eligible for a Restoration Payment Agreemant.

+ Answer: False. They caﬁ be offerad a restoration payment agreemant.

+ Total Scores—who had the most right???

«  Tié Bregker/Bonus Question (if néeded - we cari ask ariyway):

+  Queéstion:

« Are we required to offer another payment agreement in this instance: a customer defaulted on Company Payment Agreement #1, they defaulted on Company Payment

Agresment #2, and then they were set up on a Restoration Payment Agreement and then was shut off/defaulted on the restoration payment agreement. Are we required to
offer another restoration payment agreement?

+ Answer: No - we have offered the required 2 Company Payment agreements and a restoration payment agreement. This is 3 total. We have offered our required
amount. Because the customer defaulted on all 3, another company payment agreement is not available.



Gl

POINTS TO REMEMBER

* As Per the PUC, we are required to offer 2 company payment
arrangements.

* The restoration PAR is when someone was shut off. They are

only then required to pay 1/24 of the shut off amount plus turn
on fee.

* Restoration payment arrangements could be an option for
customers when they are shut off (refer to scenarlos/bonus
question for different examples)
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AS OF APRIL 1, 2024

As we look to standardize and ensure everyone is meeting the company standards
as a CSR, we are implementing the following:

Customer Interactions-

Email day
Minimum completed emails= 25

Minimum calls per day
» Below expectations= 39 and below
* Meets expectations=40-50
- Exceeds expectations=50 and above

This is not meant as a hard stop at a specific number, but to ensure everyone is doing
the minimum.

**These are not permanent expectations. They are on the lower end as an introduction to the idea of a “metric” which is
a set of expectations. **



THANKYOU
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START SERVICE (update the automated response to customers as well?)
Welcome to The York Water Company,
We have approved your application for water service at SERVICE ADDRESS.

Your account number is ‘. " : .+ +.7i and we will start your billing effective
01/11/1111. '

Once you have received your first invoice, which will be mailed, you will be able to
register online, to access your account!

The temporary password you will need to access your account for the first time is:
XXXXXXX.

If you have selected paperless billing, thank you! We appreciate your partnership to
reduce paper usage. As part of our quality control, the first invoice will be mailed to the
‘mailing address provided on the apptlication.

We offer several convenient options to pay as well as options to review your monthty
water bill.

- Our payment portal Paymentus allows for easy scheduled payments, paperless options,
access to all your prior invoices and FREE credit, debit, and e-checks payment options.

- Our Timely Automatic Payment system (TAP),available through The York Water
Company, allows payment to be withdrawn from a checking or savings account you
authorize on the date the bill is due.

Welcome to The York Water Company!

Please let us know if you have any questions! Contact details are: 717-845-3601 or
customer.service@yorkwater.com.

Have a nice day,

SIGNATURE

** We need your help to identify the material of your water service line. Please visit
Service-Line-Sutvey to learn more and to submit your information.

168



Settlement Updates for Refuse
Hello xxxxxx,
We received your request for .......

The most recent invoice-we have for York City Refuse is from thebilling period
- , in-the amount of § _due on 1/11/1111.

- Total balance owed is $ .

Please provide the account # with final invoice to ensure payment
is applied to the correct account.

Best,

SIGNATURE
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Service Line Material

Hello XXXXX,

Per our conversation, we need your help to identify the material of your water

service line. Please visit Service-Line-Survey to learn more and to submit your-
information.

If you have any questions, the York Water Company Customer Service teamis
available at customerservice@yorkwater.com or by calling 717-845-3601.

Thanks,
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METER READINGS — Neptune E-Coder

Hello xxxx,

If you could please respond to this email with a clear photo of the face of the meter we
would appreciate it!

You have a Neptune E-Coder that looks like the photo listed below - you will need to
place a flashlight directly on the black solar strip like the one you see here to "wake up”
for a reading.

Once the second screen pops up and shows the reading you will be able to take a photo.

If you would like more information on how to read the meter visit our website.

Please let me know if you have any further questions!

Thank you,
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** We need your help to identify the material of your water service line. Please visit
Service-Line-Survey to learn more and to submit your.information.
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METER READINGS - Neptune ARB

Hello xxxx,

If you could please respond to this email with a clear photo of the face of the meter we
would appreciate it}

You have a Neptune ARB that looks like the photo listed below.

If you would like more information on how to read the meter visit our website.

JATE -
NEPTUNE ARB METER = OF BEpogyy
JAN 1.3 2025
. . “APUSLG Ul ry oy i
Please let me know if you have any further questions! 52Ty \iAISSION
SIA REAY

Thank you,

** We need your help to identify the material of your water service line. Please visit
Service-Line-Survey to learn more and to submit your information.
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METER EXCHANGE

Hello xxxx,
Please click the link to schedule your water meter exchange.

If you have any questions or have trouble with the online schedule, please contact us
via phone at 717-845-3601 and select the meter exchange prompt.

Have a nice day,

SIGNATURE

** We need your help to identify the materiat of your water service line. Please visit
Service-Line-Survey to learn more and to submit your information.
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End of service

Hello xxxxx,

We have received your request to end the service at PROPERTY ADDRESS, on

1/11/1111.

Your account has been noted and the final billing address has been updated.

- Thank you!

SIGNATURE

DATE OF pEpog)T

JAN 13 205

PA PUBLIC UtiLiry COMMISSJON
SECREFAHY'S BUREAY
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CUSTOMER ASSISTANCE PROGRAMS

Hello xxxx,
Thank you for reaching out to us regarding your water account.

To be able to best determine your specific account needs please contact one of our
customer service representatives at (717) 845-3601.

In regard to customer assistance programs I encourage you to check on our webs:te
for the most recent updates on any available programs at this time.

Have a nice day,

SIGNATURE

** We need your help to identify the material of your water service line. Please visit
Service-Line-Survey to learn more and to submit your information.
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Appointment confirmation

Hello xxxxx,

The York Water Company has your scheduled (meter exchange, turn-on, unigun-in,
etc.) appointment set for 1/11/1111, between (12-3 pm).

An adult over the age of 18 years old is required to be present during the scheduled
appointment. Access to the address is needed, so please ensure the adult has access to
the property. Should there be a need to reschedule this appointmient, you may contact
our office at 717-845-3601 between 8:00 am and 5:00 pm Monday through Friday.

Our field technicians may not be able to call ahead. Please be on time and remain at
the property for the duration of the scheduled appointment time.

Thank you for your understanding,

SIGNATURE

** We need your help to identify the material of your water service line. Please visit
Service-Line-Survey to learn more and to submit your information.
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Everything will need a Spanish transiation

Dials 717-845-3601;

=> Thank you for calling The York Water Company

-> To Continue in English, Press 1

= To Continue in Spanish, Press 2 (needs translated)

Custom message (transletion needed):

=» Please listen closely as our menu options have changed. Calls may be recorded for quality
assurance. You may dial your party’s extansion et any time.

=» (we may have other customer greetings that can be shifted into this area on an as need
basis) '

Main options (all will need a Spanish translation}:

2> To report a water or wastewater emergency, press 1

-» For assistance with New Connections, Meter Exchanges, and Backflow questions, press 2
<> To pay a bill by phone, press 3

= To speak with a customer service representative, press 4

= To hearthese options again, press the star (*) key

Under Option 2:

=» There will be 2 sub options from here
o 1) New Construction’s intro => “For construction of new service lines, upgrades to
existing service tines, or requests for separate service lines, please press 1. For
starting, stopping, or transferring service, please press 4 for the customer service
departmant.”.

»  Voicemail: Thank you for calling the new services department of The York
Water Company, We are currently assisting other customers at this time, so
please leave your name, phone number, and addreas with a brief descripticn
of your question and we will return your call as quickly as possible. Thank
you.

o 2)Meter Exchange =>"To schedule a meter sxchange, please press 2.”
' » (while an hold, a message plays ebout holding)

* Thank you for contacting The York Water Company Operations Services
Department. At this time, all of our representatives are currently assisting
other customers, If you would like to continue to hold, please stay on the
line and a representative will be with you momentarily, If you are calling to
schaduls your water meter exchange, pleass note that you can schedule
this appeintment online at www.yorkwataer.com,
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Everything will need a Spanish translation

= Voicemail: Thank you for contacting The York Water Company Operations
Services Department. At this time, all of our representatives are currently
assisting other custamers. If you would like to leave a voicemail, please
begin recording at the tone and we will return your call as soon as possible.
Thank you.

o 3.)Backflow > “For questions on about backflow preventors, please press 3.”

= (while on hold, 8 message plays about holding)

= Thankyou for contacting The York Water Company Operations Services
Department. At this time, all of our represéntatives are currently assisting
other customers. If you would like to continue to hold, please stay on the
line and a representative will be with you momentarily. If you are calling in
regard 10 your annual backflow device inspection, please note that all
ingpections must be scheduled with your plumber, and test forms must be
uploaded and submitted through our third-party program administrator,
VEPO.

= Voicemail: Thank you for contacting The York Water Company Operations
Services Department. At this time, all of our representatives are currently
assisting other customers. If you would like to leave a voicemail, please
begin recording at the tone and we will return your call as soon as possible.
Thank you.

Under Option 4:

<> (this would be played before the customer enters the caller queus)

o Wyou are cailing to begin water or wastewater services, calling to end weter or
wastewater services, or calling to transfer water or wastewater services, please visit
our website www.yorkwater.com to submit the appropriate forms. You may also visit
our office in-person at 130 E Market St, York, Pa 17401 to complete these requests.

=» (while on hold, 8 message plays about holding)

o Please continue to hald for the next available customer service agent of press 1 and
leave & message for an agent to retum your call

o (we need to ensure the position in queue is kept)

o (we need to ensure the timing of how long in queue is also maintained)

= Voicemail greeting:

o Thank you for calling tha customer service departmant of The York Water Company.
We are currently assisting other customers at this time, so please leave your name,
phone number, and address with a brief description of your question and we will
return your call @s quickly as possible. Thank you.
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Last Personal Contact Notes:

YWC immediately prior to termination:

- YWC right before ashut off will do the following
o Knock onthe premise door
= |f no one answers, post the address with the blue shut off notice
indicating the shut off address, date, time, what needs to be done to
restore services, and how to contact PUC.
= |f an answer, advise reason for shutting off water, see if a payment can
be made to stop the shut off from happening or deliver notice with
same details indicated above on the notice if no payment/means to
prevent shut off occurs.
o Return to shut off location at street/pit/curb, and shut off the services to the
home.
o Complete the work order and call flow to main office to advise water has
been shut off to an address.

§ 56.94. Procedures immediately prior to termination.

Immediately preceding the termination of service, a public utility employee, who may be
the public utility employee designated to perform the termination, shall attempt to make
personal contact with a responsible adult occupant at the residence of the customer!

{1) Termination prohibited in certain cases. If evidence is presented which indicates that
payment has been made, a serious illness or medical condition exists, or a dispute or
complaint is properly pending or if the employee is authorized to receive payment and
payment in full is tendered in any reasonable manner, then termination may not occur.
However, if the disputing party does not pay all undisputed portions of the bill, termination
may occur.

(2) Methods of payment. Payment in any reasonable manner includes payment by
personal check unless the customer within the past year has tendered a check which has
been returned for insufficient funds or for which payment has been stopped.

(3) Dishonorable tender of payment after receiving termination notice. After a public
utility has provided a written termination notice under § 56.91 (relating to general notice
provisions and contents of termination notice) and attempted contact as provided in
§ 56.93 (relating to personal contact), termination of service may proceed without
additional notice when:
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(i) A customertenders payment which is subsequently dishonored under 13 Pa.C.S.
§ 3502 (relating to dishonor).

{ii} Acustomer tenders payment with an access device, as defined in 18 Pa.C.S.
§ 4106{(d) (relating to access device fraud), which is unauthorized, revoked or canceled.

(iiiy A customer tenders payment electronically that is subsequently dishonored,
revoked, canceled or is otherwise not authorized and which has not been cured or
otherwise paid in full within 3 business days of the public utility’s dishonored payment

notice to the customer under § 56.93(a).

§ 56.333. Personal contact,

(a) Except when authorized under § 56.311, § 56.312 or § 56.338 (relating to interruption
of service; discontinuance of service; and exception for terminations based on
‘occurrences harmful to person or property), a public utility may not interrupt, discontinue
or terminate service without personally contacting the customer or a responsible adult
occupantin person, by telephone or electronically with the customer’s consent to provide
notice of the proposed termination at least 3 days prior to the interruption, discontinuance
or termination, in addition to providing other notice as specified by the properly filed tariff
af the public utility ar as required under this chapter or other Commission directive.

{b} For purposes of this section, “personal contact” means;'

(1) Contacting the customer or responsible adult occupant in person or by telephone.
Phane contact shall be deemed complete upon attempted calls on 2 separate days to the
residence between 8 a.m. and 9 p.m. if the calls were made at various times each day, with
the various times of the day being daytime before 5 p.m. and evening after 5 p.m. and at
least 2 hours apart. Calls made to contact telephone numbers provided by the customer
shall be deemed to be calls to the residence.

(2)_If contact is attempted in person by a home visit, only one attempt is required. The
public utitity shall conspicuously post a written termination notice at the residence if it is:

lu%nsm';cessful in attempting to personally contact a responsible adult occupant during thE'_
home visit)

{3) Contact by e-mail, text message or other electronic messaging format consistent with
the Commission’s privacy guidelines and approved by Commission order. The electronic
notification option is voluntary and shall only be used if the customer has given prior
consent approving the use of a specific electronic message format for the purpose of
notification of a pending termination. Electronic contact shall be deemed complete if, after
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attempted transmittal, no message is received indicating that the transmittal was
undeliverable or otherwise not received. If the public utility receives notification that the
transmittal was undeliverable or otherwise not received, the public utility shall attempt to
contact the customer either in person or by telephone, consistent with the requirements of
this section.

(4) Contacting another person whom the customer has designated to receive a copy of a
notice of termination, other than a member or employee of the Commission.

(5) If the customer has not made the designation noted in paragraph (4), contacting a
community interest group or other entity, including a local police department, which
previously shall have agreed to receive a copy of the notice of termination and to attempt to
contact the customer,

(6) !f the public utility is not successful in establishing personal contact and the customer
has not made the designation noted in paragraph (4) and if there is no community interest
group or other entity which previously has agreed to receive a copy of the notice of
termination, contacting the Commission in writing.

(c) The content of the 3-day personal contact notice must include the earliest date at
which termination may occur and all of the following information:

(1) The date and grounds of the termination.

{2) What is needed to avoid the termination of service.

(3) How to contact the public utility and the Commission.
(4) The availability of the emergency medical procedures.

(d) The public utility shall ask if the customer or occupant has questions about the 10-day
written notice the public utility previously sent.

182



Rights and Respaonsibilities Notes:

1. lIdentified on Company website

a. https://mww.yorkwater.com/customer-service/customer-rights/

2. Termination Notices (sample)

a.

® THE YORK WATER COMPANY
10-DAY SHUTOFF NOTICE

Date: 072972024

Accoant No.: _
= D

YOUR BILL FOR $44330 IS PAST DUE.

Because i'our bifl was past due, we will shut off water 1o:

Onor aftce 8:30 a.m, on 08/13/2024,
To Stop The Shut OfT, You Must Do One (1) Of The Following At Once:

1. Pay the past due amount o THE YORK WATER COMPANY,

2. Callor email The York Water Company Customer Service Department aif (717}
845-3601. 1-800-750-5561 or cmail customer.service@ yorkwater.com. Or. visit
130 East Market Street, York. PA to It them know you made a payment, or lo
dispuie (he overdue all.

1. Callif you or someone in your home has a serious illnessor a medical condition,
Read the Medical Emergency Nolice below.

IF WE SHUT OFF YOUR WATER, YOU MAY HAVE TO PAY THE FOLLOWING CHARGES TO
HAVE YOUR WATER TURNED BACK ON;

Past Due Amouant SH3.30
Turn-on Charge $15.00
Total Amount Due $458.30

*MEDICAL EMERGENCY NOTICE

I someone living in your home |s seriously 1L, we will not shut off water service during this fliness if
you do twa (2) things:

1. Have a licensed doctor. physician'sassistant or nurse practitioner cenily in writing that the
illncssexists and that the person will be in danger if they do not have water service.
AND
2. Make arrangements to pay your overdue and current billsby calling or emailing The York
Water Company a1 {717} 843-3601. Toll Free 1-800-750-5561 or customer servicef@ yorkwater.com

Do You Have Any Questions?
If you have any questions. need more informaton, contact us as soon as possible 3 717-845.3601, If you are not
satisfied afier you 1alk to s, you may contact the Peblic Utility Commission by ¢alling 1-500-692-7380 toll free.
or by wniting to PO, Box 3265, Hamrisburg, PA 17105-3265. The Public Utility Commissionwilldelay the shut
offif you file the complaint before the shut off date.

The Yark Water Company
Attn: Customer Service Dept.
130 E. Market Street York, PA 17401-1219
Phone: (717) 845-3601 or Tell Free 1-800-750-5561
Email: customer.service(@ yorkwater.com

DATE OF DERPOSIT
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3. Company reporting notes to customers

a.

Infarmation to the Customer: If the customer does not agree with the
contents of this report, he/she may file an informal complaint with the
Pennsylvania Public Utility Commission within 10 days from the date this
report was issued, Please note the customer has filed a case relating to the
issue back in 2022 (refer to BCS casé |l As per PA Code 56.162, an
informal complaint may be filed orally or in writing and must include the
following information: (1) The name and address of the complainant and, if
different, the address at which service is provided, (2) The telephone number
of the complainant, (3) The account number of the complainant, if
applicable, (4) The name of the public utility, (5) A brief statement of the
dispute, (6) Whether the dispute formerly has been the subject of a public
utility company investigation and report. The complainant shall affirm having
first contacted the public utility for the purpose of resolving the probiem
about which the complainant wishes to file a complaint. If the complainant
has not contacted the public utility, the Commission shall direct the
complainant to the public utility, (7) Whether the dispute formerly has been
the subject of a Commission informal or formal complaint, {8) The date, if
any, of proposed termination, and {9) The relief sought. If you file a
complaint, no further collection actions will be taken until yourcomplaint is
resolved. Service will not be terminated pending completion of the dispute
process, including informal and formal complaints, so long as there is
compliance with all requirements of the Commission. You may file an
informal complaint by telephaning the Commission at 1-800-692-7380 or
writing to P.O. Box 3265, Harrisburg, PA 17105-3265. If the customer
chooses, he/she may make a payment at the York Water Company located at
130 E Market St, York, PA 17401. The customer may also mail a payment to
the address above or to the PO Box of PO BOX 3009, Lancaster, PA 17604-
3008. The customer may call The York Water Company’s Customer Service
department as well to discuss the account using the number 717-845-3601.
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The Utility Service Tenants Rights Act

Overview:

The Utility Service Tenants Rights Act (Act of Nov. 26, 1978, P.L. 1255, No. 299) aims

to protect tenants from the loss of utility services when landlords fail to pay utility bills.

When an account of a landlord becomes past due, the termination process begins:

The landlord/owner is mailed a 37 day termination notice
The tenant is notified via a 30 day termination notice physically posted/delivered to
tenants at the property about the delinquent amount

o This termination notice will detail the amount a tenant can pay

o This termination notice will detail the amount the owner should pay
The tenant is notified via a 3 day termination notice physically posted/delivered to
tenants at the property about the delinquent amount

o This termination notice will detail the amount a tenant can pay

o This termination notice will detail the amount the owner should pay
If no payment is made, a shut off is performed and a final termination notice is [eft
at the property with information on how to restore services.

Here's a summary of the key obligations and processes mandated by the Act for tenants
and utilities:

1. Obligations of Utility Companies:

* Notice to Tenants: When a utility service (such as water, gas, or electricity) is
scheduled for termination due to non-payment by a landlord, the utility
company must provide written notice to the tenants at least 30 days before the
termination.

¢ Restoration of Service: If the service has been terminated, tenants have the right
to get the service restored by paying part of the overdue bill. Tenants can arrange
to continue services through the payment of the current bill amount and/or
providing proof of tenancy.

2. Rights of Tenants:

¢ Right to Avoid Termination: Tenants may prevent utility termination by paying the
utility company directly. Tenants can deduct this amount from their rent.

¢ Right to Service Continuation: If the landlord is responsible for paying utilities
but fails to do so, tenants can arrange with the utility company to continue
services through the payment of the current bill amount. The application to
begin services in their name may be offered if applicable.
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3. Process for Tenants:

* Receiving a Notice: When tenants receive a 30-day notice, they can organize
payment plans directly with the utility company.

e Payment Options: Tenants have the right to pay the portion of the bill that
corresponds to their usage or household, which would prevent service
termination.

e Security for Future Payments: If tenants take over paying utility bills, they are
generally responsible only for future payments, not for previous debts incurred
by the landlord.

4, Liability of Landlords:

e Deduction from Rent: Tenants who pay utility bills to avoid termination can
deduct those payments from future rent,

e Failure to Notify: Landlords can be held responsible for any damages resulting
from utility termination if they fail to ensure the continuation of service.

The Act empowers tenants with clear rights to ensure essential services are maintained,
even if their landlord fails to pay.

Full data source can be found at:

https://linkprotect.cudasve.com/url?a=https%3a%2{%2fsearch.app%2fUB6IEAXAQRXDI
xQi6&c=E,1,f3irmAxn2W52Jd1CRm4yPFU045p3vibWDyqabhBIwgOXw9Q-nJSYIFW3QWE-

UokGscm1UrRUrlsOGhbk4GbIOWhORNQJKZh121i5STMrRgNiMwXU, &typo=1.

DATE OF DEPOSIT

JAN 13 2025

PA PUBLIC UTILITY COMMISSION
SECRETARY'S BUREAU
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CERTIFICATE OF SERVICE

I hereby certify that a true and correct copy of the foregoing has been served upon the following
persons, in the manner indicated, in accordance with the requirements of 52 Pa. Code § 1.54

(relating to service by a participant).

Erika McLain, Esquire

Bureau of Investigation & Enforcement
Commonweaith Keystone Building
400 North Street, 2nd Floor West

P.O. Box 3265

Harrisburg, PA 17105-3265

emclain@pa.gov

Steven C. Gray, Esquire

Office of Small Business Advocate
555 Walnut Street

Forum Place, 1* Floor

Harrisburg, PA 17101

sgra a.p0v

Christine M. Hoover, Esquire
Christy M. Appleby, Esquire
Andrew J. Zerby, Esquire
Office of Consumer Advocate
555 Walnut Street

Forum Place, 5th Floor
Harrisburg, PA 17101-1923

crhoover@paoca.org

cappleby@paoca.org
azerby(@paoca.org

Carol Doyle and Franklin Doyle, Sr.
13537 Mockingbird Lane
Orrstown, PA 17244

Doylecl@kuhncom.net

Date: January 13, 2025

VIA EMAIL

Robert Eicholtz

3 S. Pleasant Ave
Jacobus, PA 17407
Seicholtz3@aol.com

Marguerite Ness
3 S. Pleasant Ave

Jacobus, PA 17407 DATE OF DEPOSIT
Seicholtz3@aol.com
Selden M. Granahan JAN 13 2025

24 Stonewood Drive
Jacobus, PA 17407
Dijgran | @comcast.net

PA PUBLIC UTiLIiy COMMISSION
SECRETARY'S BUREAU

Denise L. Lauer

223 N. Main Street
Jacobus, PA 17407
Deniselauer65@gmail.com

Kristina Escavage

26 Water Street
Jacobus, PA 17404
kescavage{@pmail.com

Tammy L. Shaffer
218 N. Main Street
Jacobus, PA 17407

Tzonel 20@aol.com

e

Devin T. Ryan
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