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ANSWER AND MOTION TO DISMISS 

Now comes the Respondent, Kentucky-American Water Company (“KAW’), and hereby 

moves the Commission to dismiss the Complaint filed in this matter by Complainant, Sarah 

Wolford. 

For its Answer to the Complaint, I<AW makes the following admissions, denials, 

statements and defenses. 

1. In response to the statements in Paragraphs (a) and (b) of the Complaint, ICAW 

admits that Sarah Wolford is a KAW customer whose service meter is located at: 118 Arcadia 

Park, Lexington, Kentucky 40503. KAW denies that its office is located at P.O. Box 371880, 

Pittsburgh, Pennsylvania 15250-7880. KAW states that its office is located at: 2300 Richmond 

Road, L,exington, Kentucky 40502. 

2. In response to the allegations in the first sentence of the attachment to Paragraph 

(c) of the Complaint labeled “Basis for complaint,” KAW admits that, on September 6, 201 1, 

complainant received her first water bill from KAW for the 118 Arcadia Park service address 



and that the amount of the September 6, 201 1 water bill was $645.23 for the period of August 2 

to August 30,201 1, as reflected in the September 6,201 1 water bill attached hereto as Exhibit A. 

3. In response to the allegation in the second sentence of the “Basis of complaint” 

that, “[b]elieving the bill was excessively high; we contacted ItAW who sent one of their own 

inspectors to check our residence for outdoor leaks,” ICAW admits that Complainant contacted 

its customer service center on September 8, 201 1, as indicated on page 1 of Exhibit B (attached). 

KAW further admits that a KAW service representative went to Complainant’s residence on 

September 9, 201 1, to check for leaks, as indicated at page 2 of Exhibit B and that the field 

representative observed no leaks, as indicated by the notation “no movement on meter.” 

4. In response to the allegations in the third and fourth sentences of the “Basis of 

complaint” that, “[tlhat same day, we had our own plumber check for indoor and outdoor leaks,” 

and “[bloth inspector and plumber found no evidence of a leak inside or outside,” I U W  admits 

that, as stated in paragraph 3 above, its field representative observed no evidence of any leaks at 

Complainant’s residence on September 9, 201 1. IWW admits that, as indicated on page 3 of 

Exhibit B, Complainant’s landlord, Duran Brown of Flat Rock Realty, stated to ItAW’s 

customer service representative on September 9, 201 1, that he had a plumber check for leaks at 

Complainant’s residence and that the plumber observed no leaks inside the house. ItAW is 

without sufficient information to either admit or deny the allegation that Complainant’s plumber 

observed no leaks outside her residence on September 9,201 1 and, therefore, denies the same. 

5. In response to the allegations in the fifth, sixth, seventh, eighth and ninth 

sentences of the “Basis of complaint” that: 

We called ItAW again to have our meter tested for accuracy. The 
meter was removed for testing on September 16 and replaced with 
a new meter. On September 19tl.1, we received a notice from ItAW 
explaining the results of our meter test. We then called KAW to 
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clarify the results. IL4W had concluded that the meter was running 
accurately and that we were expected to pay the full amount of the 
bill by October 4. 

KAW admits that Complainant requested that her service meter be tested by KAW on September 

14, 201 1, as indicated in the work order attached hereto as Exhibit C. ICAW further admits that 

the results of the meter test, attached hereto as Exhibit D, show that the Complainant’s meter was 

actually running slow-at 94% of accuracy. ICAW admits that Complainant’s service meter was 

replaced with a new meter at the time the testing was conducted. ICAW admits that Complainant 

was advised regarding the results of the meter test on September 2 1,201 1, as indicated in Exhibit 

E (attached). ICAW admits that Complainant was informed that, as the meter was not reading 

fast (over 102% of accuracy), that she would be responsible for paying for the water usage 

indicated in her September 6, 201 1 water bill. 

6. In response to the allegations in the tenth, eleventh, twelfth, thirteenth, and 

fourteenth sentences of the “Basis of complaint” that: 

On September 22nd, we called ICAW to inform them of our 
intention to dispute the bill and also asked how to file a complaint 
with the Public Service Commission (PSC). The customer service 
representative informed us that we would have to continue our 
dispute with the PSC and directed us there. ICAW called 
September 26th to inform us that our paperwork was transferred to 
the PSC and that we would be expected to pay the full amount of 
our bill. They offered to set us up with a payment plan. We let the 
ICAW representative know that we intended to continue dispute of 
the bill. She agreed to extend the due date for the bill to October 
28, 201 1. 

ICAW admits that, as indicated in Exhibit F (attached), Complainant called ICAW oil September 

22, 201 1, and indicated that she “would like to dispute bill and findings of meter test.” ICAW 

admits that it discussed Complainant’s dispute with the Public Service commission’s Customer 

Advocate Office, as indicated in the email attached hereto as Exhibit G. ICAW admits that, as 
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indicated in Exhibit F, ICAW’s customer service representative provided the PSC’s contact 

information to Complainant and that the service representative informed Complainant that once 

she filed a formal complaint, the service representative would not be able to discuss 

Complainant’s disputed bill directly with her while the formal complaint was pending before the 

PSC. ICAW denies that KAW’s service representative “agreed to extend the due date for the bill 

to October 28, 201 1 .” KAW admits that its customer service representative placed 

Complainant’s account on hold until October 28, 2011, to prevent her service from being 

terminated while she was seeking to file her complaint in this matter. 

7 .  In response to the allegations in the fifteenth, sixteenth, seventeenth, eighteenth, 

and nineteenth sentences of the “Basis of complaint” that: 

We then contacted the PSC to inquire the status of our dispute. 
After asking us a few questions, the representative said she would 
call us back with more information. We received a call later that 
day that our paperwork had been reviewed. PSC said they found no 
inaccuracies in KAW’s paperwork and said we “must have left a 
faucet on.” We asked what further steps we could take. She 
informed us that our only other course of action was to file a 
formal complaint and she would send the paperwork. 

ICAW is without sufficient information to either admit or deny the allegations regarding 

Complainant’s conversations with the PSC or PSC Staff and, therefore, denies the same. 

8. To the extent that an affirmative response is required, in response to the 

allegations in the twentieth and twenty-first sentences of the “Basis of complaint” that, “[tlhe 

primary name on the account is Sarah Wolford, who has been dealing with the ICAW and PSC 

representatives,” and that, “[tlhe PSC Consumer Services Representative she has been speaking 

with is Rosemary,” KAW admits the allegations in sentences twenty and twenty-one of the 

“Basis of complaint.’’ 
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9. In response to the allegations in the twenty-second and twenty-third sentences of 

the “Basis of complaint” that, “[wle live in a 3 bedroom, 2 bathroom home with 1 kitchen sink, 1 

washer and 1 dishwasher,” and that “[tlhis was our first water bill since moving to this 

residence,” KAW admits that the bill in dispute in this matter was the first water service bill 

rendered to Complainant for service at 1 18 Arcadia Park, Lexington, Kentucky. With regard to 

the number of rooms, sinks, and appliances in the 118 Arcadia Park residence, KAW is without 

sufficient information to either admit or deny the allegations and, therefore, denies the same. 

10. KAW denies each and every allegation in the Complaint not specifically admitted 

to be true herein. 

FIRST AFFIRMATIVE DEFENSE 

Pursuant to 807 KAR S:OOl, Section 12, the Complaint fails to set forth a prima facie 

case KAW has violated its tariff or any statute or Commission regulation, and the Complaint 

should be dismissed for that reason. 

SECOND AFFIRMATIVE DEFENSE 

As indicated in Exhibit G, after being contacted by the PSC’s Customer Service Office, 

KAW’s customer service representative examined the water usage records of the previous 

occupant of the 1 18 Arcadia Park residence and discovered that the prior occupant’s water usage 

was very high just prior to the date the prior occupant vacated the residence on August 1 , 201 1 , 

likely indicating a leak at the residence. As indicated in Exhibit H (attached), Complainant 

initially contacted KAW on July 26, 201 1 to transfer service from the prior occupant to her name 

on August 5, 201 1, but she then requested that the account be transferred her name beginning 

August 2,201 1. The prior occupant’s usage information report shows that water usage at the 1 18 

Arcadia Park residence in the five-day period between July 28, 201 1, and August 2, 201 1, was 
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7,500 gallons. It is notable that a faucet or toilet leaking at a rate of just one gallon per minute 

would use 7,200 gallons of water in five days ( 5  [days] x 24 [hours] x 60 [minutes] = 7,200). As 

reflected in ICAW’s last rate case, the average monthly usage for KAW’s residential customer is 

only 4,470 gallons. ’ 
This evidence, accompanied by the fact that no underground leaks were discovered by 

KAW’s field service representative, shows that there was likely an indoor water leak at the 118 

Arcadia Park residence that started before Complainant moved into the residence on August 6, 

201 1. Complainant’s high water usage during the month of August 201 1 was likely the result of 

this latent, indoor leak, which does not qualify for a hidden underground leak adjustment 

pursuant to KAW’s tariff. As Complainant’s high water usage in August 201 1 was, more likely 

than not, caused by an indoor water leak and was not caused by any malfunction of KAW’s 

service meter or any other act or omission by KAW, the Complaint should be dismissed. 

WHEREFORE, for all of the reasons set forth above, Kentucky-American Water 

Company respectfully moves the Commission to: 

(1) dismiss the Complaint without further action being taken by the Commission; 

(2) lift the stay on disconnection; 

( 3 )  close this matter on the Commission’s docket; and 

’ Case No. 2010-00036, Testimony of Edward L,. Spitznagel, Jr., P1i.D. at 5-6. Dr. Spitznagel calculated average 
U W  residential customer usage at 155.67 gallons per day. 155.67 gallons multiplied by 365 days, divided by 
twelve months equals approximately 4,735 gallons per month. 
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(4) afford ICAW and all other relief to which it may be entitled. 

Dated November 4,201 1 Respectfully Submitted, 

/ Corporate Counsel 
Kentucky- American Water Company 
2300 Richmond Road 
L,exington, Kentucky 40.502 
(8.59) 268-6367 

Counsel for Kentucky-American Water Company 

CERTIFICATE OF SERVICE 

This is to certify that the original and 10 copies of the foregoing Answer have been filed 
on this 4t” day of October 201 1 at the Public Service Commission and that a true and accurate 
copy of same has been served via U.S. mail, return service requested, on the 4t” day of October 
201 1, upon the following: 

Sarah Wolford 
1 18 Arcadia Park 
Lexington, ICY 40503 

Counsel for Defendapt’ / 

7 



COMMONWEALTH OF KENTUCKY 
BEFORE THE PTJRLIC SERVICE COMMISSION 

CASE NO. 201 1-00413 

Exhibit A to Kentucky-American Water Company’s Answer 

Filed 011 November 4,20 1 1 



Kentucky American Water 12-0629924-8 

$645 I 23 

For Service To: 1 18 S Arcadia Park 
Sep 19,2011 

Amount Paid 

I I  l l  I II l l ,  11111 I l l  I l l  II I11 l l l l l  II l l l l l l l  I I I  I l l  I ,  I l l  l l  I I  I l l  II I I I  
S a r a h  E W o o l f o r d  
1 18 S Arcadia Park 
Lexington KY 40503-1 360 Kentucky American Water 

PO Box 371 880 
Pittsburgh, PA 15250-7880 

l l l l 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 1 l l l l l l l l l l l l l l l l l l l l l l l l l l l l  

initial Bill 
Please check here to change address or tslephone number and print information on 
reverse side. 

Customer Account lnformation 
For Sewice To: 

Account Number 
Premise Number 

Sarah E Woolford 
1 18 S Arcadia Park 

Billing Period & Meter lnformation 
Billing Date: Sep 06,201 1 
Billing Period: Aug 02 to Aug 30 (28 days) 
Next reading on/about: Nov 29,201 1 
Rate Type: Residential 

Meter readings in current billing period: 
Meter Number 090738239N is a 5/8-inch meter. 

Present-actual 104 
Last-actual 24 
100 Cubic Feet used 80 

I cu. fl. equals 7.50 gallons 
Gallons used 60000 

Water Usage Comparison 
Monthly usage in 100 cubic feet 

Billing Summary 
---------- Prior Balance--------.-.------------- 
Balance from last bill 
Payments as of Sep 06,20 1 1. nanks! 
Total prior balance, Sep 06,201 1 
-----*I--- Adjustments---------- 
Activation Fee 
Total adjustments, Sep 06,201 1 ---.------ Current Water Charges---------- 
Meter Service Charge 
Water Usage ($3.975300~ 80.00) 
Total water charges, Sep 06,201 1 
mrn---*---* Current Wastewater Charges- 
LFUCG - Sewer Minimum Fee 
Sewer Usage ($ . ooooo  x 1.00) 

$.OO 
. o o  
.oo 

26.00 
26.00 

8.90 
318.02 
326.92 

4.83 
.oo 

($ 3 . 6 4 0 0 0 X  71.00) 258.44 
Total Use Billed 72.00 263.27 
----------Other Current Charges---------- 

4.39 
4.39 

School Tau 9.95 
Franchise Fee - LFUCG 9.95 

LFUCG - Wtr Qual Mgmt Fee 
Total other charges, Sep 06,201 1 

. . - - 
1.1-----1-- Taxes-----.----.-----------..-----.---- 

KRA Withdrawal Fee - IOOCF 
Total taxes, Sep 06,201 1 

4.75 
24.65 

------_--_ Total Current Charges--------- 645.23 

Messages from Kentucky American Water 
“Local Office: 2300 Richmond Road (Lexington) and 102 Main Street (Owenton). 
** 70 pay by credit card, debit card or electronlc check, call 70LL FREE 1-800-678-6301. Pay online at 
www. water.payrnybill.com. ., F. .I I ,A sew!ce fee will a: . apply..,Cu?pne;f jl. fa? also pay!h$r:w?$r bills I. 

. at our local office 
*_,.*I m: I 

http://water.payrnybill.com


COMMONWEALTH OF KENTTJCKY 
BEFORE THE PUBLIC SERVICE COMMISSION 

CASE NO. 201 1-00413 

Exhibit B to Kentucky-American Water Company’s Answer 

Filed on November 4,201 1 





%e Edit Funtfiaa GO Path HdD 

W a c t  Number 36239956 Contact Type HIFLW Bilhng Inquiry -m PrinlAmount 





36239992 Contact Type HILOW Billing Inquiry 

I 
Contact NLmber 

Pm1 Date 7 s  PlintAmounl 
Pmt Commem' 1 I 
Print commem'2 



MC LirllAccl1 &Accl Info I/&wlEdrl SI0 )UC Cwnmen! Enb 1 MC DeflR~sponse 1 
Representative WALKERTD Takisha Walker Contact Numbei 36241059 

Accounl Name Woolford, SarahE 

Zipcode 1 s  Phone Number 1859633-11175 
Ernpioyer IP'3j Business Phone I-' 
Contact Created 3 m m i  14:27:16 MERGELDA 
Contact Closed? ye: r !?lo 311212011 9 42 11 rl 

9 
- EL?.? kW3Ah7 1-57 _cancel I 

- .  
Inywligate j 

ile Edit Functions Go Path Help 

Name Woolford. Sara 



COMMONWEALTH OF KENTIJCKY 
REFOW THE PIJBLJC SERVICE COMMISSION 

CASE NO. 20 1 1-0041 3 

Exhibit C to Kentucky-American Water Company’s Answer 

Filed on November 4,201 1 



PAGE # :  1 
* *  DUPLICATE COPY ** 

Kentucky American (KYPR) Production 
Meter Test - (Billing Only) 

10/17/11 12:51:3 

FOLLOW UP REQUIRED START DATE: TIME : 
COMPLETED BY: DATE : TIME : KEYED :- 

COMMENTS: customer wants the meter tested unwitness 
customer had $645.23 openins bill? 
WOO1 Out meter readinq: 106. 
W O O 1  In meter ID: 090072440N readinq: 0. 



r n w o  tt; ~r 

SERVICE ORDER #:  

SERVICES PRINTED: 
3299918 

I 

I 3. Chnqt" meter f o r  t e s t  . . . . . . . . . . . . . . .  M . M .  
Chan4ed Meter 
Office review r e w i r e d .  
W O O 1  Found service on. 
WOOl Left service on. 
WOOl Remote ID entered: 1483593166. 
WO O l  Read out type: 11. 
WOO1 Meter chanqe Teason code: CC. 
Office Review Complete, N o  Action Rewired. Correct Meter i s  
attached t o  t h i s  Premise. SMW 9/16/11 

END OF SERVICE 
END OF SERVICE ORDER # :  3299918 



COMMONWEALTH OF KENTTJCKY 
BEFORE THE PUBLIC SERVICE COMMISSION 

CASE NO. 201 1-00413 

Exhibit D to Kentucky-American Water Company’s Answer 

Filed on November 4,20 1 1 



Ken tuck y-American Water Corn pan v 

r 

lF ANY OF THE TESTS ABOVE ARE NOT WITHIN THE REQUIRED ACCURACY 
LIMITS THEN FURTHER TEST1NG IS REQURED BELOW. 

Readings 

% of Required 
GPM Begin End Accuracy Accuracy 

Rea dings 
flow Rate % 
Of Capacity 

% of 
End Accuracy 

*O"r;o &Yd /OD 
GPM 

25% d 
50% / o  @Sd8 ohm 
75% /a- 06U8 yx 
Average of Ali 3 tests: 77,Lj'3 
Less Standard: 'loo% 

Before Test Reading: OiOb i o  
Equal % of Error: Fast Slow J 

Customer Witness? Yes No L 
after Test Reading Q / O  7 I I.5 

IF PERCENT OF ERROR IS GREATER THAN 2% THEN COMPLETE THE APPROPRIATE SECTION 
BELOW. 

length of time error is known to have existed 
FAST METER.basls for refund 
SLOW METER basis for additio ai Bill 

Amount of refund - 
Amount of additional Bill 

Comments M& el. L+;~J -+es+: ri/lTr ' j  f i M A  rm;&*fe/" O K , W # ' l i  ne72 rug+- 
b);d / w e &  / 

Y 

c o p y  to : 

Meter Tech. : Edt3 PdSdvl 
I '  





COMMONWEALTH OF KENTUCKY 
BEFORE THE PUBLIC SERVICE COMMISSION 

CASE NO. 201 1-00413 

Exhibit E to Kentucky-American Water Company’s Answer 

Filed on November 4,201 1 



'Ile Edit Functions Go Path Help 

- UC 1 islIAcct 11 UCAcct Info ]NewlEd~t SI0 1 IJC Comment En!! 1 UC DefIRespome 1 
Contact Number Representative WALKERTD Taksha Walker 

Contact Type 
Account 11 
Last / First I lnit 

DBA 
Address 1 1118s Aicadia Park SI0 Type 
Address 2 1- Generate Llr? 
Address 3 [kington KY Letter Name 
&Code 14o5031360- 

BushmPhone 7 Employer . 
Contact Created 
CantactUosed) ye: r No _I SI2112011 13.X24 

F- 
Account Name I .?A 

_____-__ 

- smrzmi 1319.39 JOHNSOT2 _I_ 

_I_- 

- 
- I  

8 - inyestigate 1 
€a.T P.W3h?F JOKI - 

3le Edit Functions Go Path Help 

---- 

Contact Number 36256630 Contact Type FLWP Service Order Inquiry 

Print Date -3 PhtAmount 1 
PIinkCDmmentl *- 
~r in t~ammtn\2  I 
Print Comment 3 

8 
€ a w l  - KV3AA7 



COMMONWEALTH OF KENTUCKY 
BEFORE THE PUBLIC SERVICE COMMISSION 

CASE NO. 201 1-00413 

Exhibit F to Kentucky-American Water Company’s Answer 

Filed on November 4,20 1 1 



-- 
?le Edit Functions Go Path Help 

-- 
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Exhibit G to Kentucky-American Water Company’s Answer 

Filed on November 4,20 1 1 



Bethany G 
HungatelKAWCIAWWSC 
09/23/2011 10:13 AM 

- 
bee 

To "Tun, Rosemary (PSC)" <Rosemary.Tutt@ky.govV@AWX 

cc kawc.fieldservices@amwater.com 

Subject Re: 2011-2907.pdf - WolfordB 

Hello Rosemary 
I have reviewed the account with Takisha and we looked at the account and previous accounts 

very closely. It looks like there was some kind of leak there starting with the previous tenant. The previous 
tenants usage went up right before they moved out 08/01/2011. I have attached both tenants usage and 
the meter failed the meter test slow on the low flow and can not be reset. So the customer will not get the 
adjustment for high usage. The customer is not responsible for the previous tenants bill as you can see 
from the usage reports. All usage is from the time she took responsibility. 
Thanks 

17 8ArcadiaPrevioustenant.pdf Woolord.pdl 120068456-001 .pdf 

f3ethany Hungate 
Customer Advocate Office 
Kentucky American Water 
2300 Richmond Rd 
Lexington, KY 40502 
(859)269-2386 phone Opt. 6 
(859)268-63 15 Fax 

"Tutt, Rosemary (PSC)" <Rosemary.Tutt@ky.gov> 

"Tun, Rosemary (PSC)n 
<Rosemary .Tutt@ky.gov> To ckawc.fieIdservices@arnwater.corn> 

09/22/2011 04:s PM cc 
Subject 201 1-2907.pdf - Wolford 

[attachment "201 1-2907.pdf' deleted by Bethany G Hungate/KAWC/AWWSCJ 

mailto:kawc.fieldservices@amwater.com
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Exhibit H to Kentucky-American Water Company’s Answer 

Filed 011 Navember 4,201 1 



14 51427 

F.e+bn R :  I REGION: I **  DUPLICATE COPY * *  

FOLLOW UP REQUIRED START DATE: TIME : 
COMPLETED BY: DATE : TIME : KEYED : - 

COMMENTS : Advised customer of $26.00 applicable fee. 
Water is on. 
WOOl Meter readinq: 24. 
Read Onlv 
Left Notice / Postinq 
WOOl Found service on. 
Woo1 Left service on. 



PAGE # :  Z 
SERVICE ORDER # : 

SERVICES PRINTED : 
1453427 

z 

END OF SERVICE 
END OF SERVICE ORDER # :  1451427 
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