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STOLL
KEENON
OGDEN
PLLC
300 WEST VINE STREET LINDSEY W. INGRAM 111
SurTE 2100 DiRECT DIAL: (859)231-3982
LEXINGTON, KY 40507-1801 DIRECT FAX: (859) 246-3672
MAIN: (859) 231-3000 L.Ingram@skofirm.com

FAX: (859) 253-1093

MR RECEIVED
HAND DELIVERED
JUL 61 2014
Jeff Derouen
Executive Director PUBLIC SERVICE
Public Service Commission COMMISSION

211 Sower Boulevard
Frankfort, Kentucky 40601

Re: Case No. 2014-00141
Dear Mr. Derouen:

Enclosed please find for filing an original and seven copies of Kentucky American
Water’s July 1, 2014 Supplemental Response to Item No. 3 of Commission Staff’s First Set of
Information Requests. I hereby certify that a true and accurate copy of the response has been
served upon Complainants on this 1% day of July, 2014 at their address of 3649 Winding Wood
Lane, Lexington, Kentucky 40515, via United States Mail.

Very truly yours,
Stoll Keenon Ogden PLLC
. G

Lindsey W. Ingram III

Enclosures

LEXINGTON | LOUISVILLE | FRANKFORT | NWENGRORO | RVANQVITTE | ADEATED RITTEDIIN 1Y L mermmro e e



RECEIVED

COMMONWEALTH OF KENTUCKY

BEFORE THE PUBLIC SERVICE COMMISSION JUL 012014
PUBLIC SERVICE
COMMISSION
KURT AND LAYNE NETHERTON
)
COMPLAINANTS )
)
vs. CASE NO. 2014-00141
)
KENTUCKY-AMERICAN WATER COMPANY )
)
DEFENDANT )

CERTIFICATION OF RESPONSES TO INFORMATION REQUESTS

This is to certify that I have supervised the preparation of Kentucky-American Water
Company’s Supplemental Responses to Commission Staff’s First Request for Information and
that those responses are true and accurate to the best of my knowledge, information and belief

formed after reasonable inquiry.

Date: ,}g /- /4// /é(w:; Qubfm

Keith Cartier
Vice President Operations
Kentucky-American Water Company




KURT AND LAYNE NETHERTON V. KENTUCKY-AMERICAN WATER COMPANY
CASE NO. 2014-00141
COMMISSION STAFF’S FIRST REQUEST FOR INFORMATION

Witness: Keith Cartier

3. Provide copies of all letters, e-mails, and other written correspondence sent to and
received from the Complainants that relate to the allegations of the Complaint.

Response:

See attached.

Supplemental Response, July 1,2014

Due to an innocent and administrative oversight between individuals at Kentucky American
Water and its Customer Service Center, the attached e-mails were inadvertently omitted from the
documents produced on June 17, 2014. The attached documents are e-mails that should have
been produced at that time.
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Forwarded emails from layniemia@yahoo.com as requested
Stephanie Kelley to: Rachel Cole, CSC - Correspondence 06/13/2014 10:21 PM

Rachel,
This is all | could find in the Kentucky email database.

Stephanie Kelley

CSR-2

NonTraditional Correspondence - Overnight
Alton, I1. CSC
Stephanie.Kelley@amwater.com

“In order to succeed, your desire for success should be greater than youtr fear of failure."
Bill Cosby

----- Forwarded by Stephanie Kelley/CALLCTRICORP/AWWSC on 06/13/2014 09:19 PM -
Layne Netherton
<fayniemia@yahoo.com> To “infoky@amwater.com" <infoky@amwater.com>; Kurt
01/07/2014 01:15 PM Netherton <k.netherton@insightbb.com>,
Please respond to cc
Layne Netherton Subject KAWC Bill Account No. 1012-210010167585 Layne
<layniemia@yahoo.com> Netherton 3649 Winding Wood Lane Lexington KY 40515
On 17711 1 called the KAWC call conler (800 .x’zB G301 Lo gel a copy of my
Doe (”]}i‘(“ bill becanse we had nol received iU in Lhe mail. The customer
zervice representative, Lapracia® lold me the ( we had a balance of $836.79

Y
end thal our accounl was in collections and thal T probably needed to speak
Lo Lhe post olfice because thiere nad been several nobices sent oul,

After sitling on hold for approximately 35 addilional minutes, 1 was finally
forware r‘(l lo the )Jilnw dopur moent where | spoke 1o Rellv. By hal t.mm |
had managed Lo access My H2O Online account and determine that the bill for
Lhe charges 1 c;uex_;i.ion had nol vel been sent out. Under the Usage Seclion
of the websile, there was a reference lo a large amount of usage with a bill
dale of 18704 Relly Lold me thal KAWC was using « new system and thal
some bills were delaved. This makes sense because the prior bill was for
November, which T altachmg Lo this e-mail 1L shows no pasl due balance,

The only reference [ see al all Tor any usage since The last bill was paid is
nol in Lhe form of @ bill, but rather a nolalion on the Usage Lab of the
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websile, which Tmoineluding al the botlom of Lhi e mail

lkelly ivn pul me on hold and the call was disconnecled. She called back
antd Teft a message {while | was Uil on hold on iho other line) thal the usage

wa&kw%hv.,tﬂ1fnqu1 md Lhat 1 needed 1 ,<dhih*u center Lo
pmm“%%’dwﬁumantﬂgﬁs?hw;nchw“nne*i V'(hﬁ(«i for leaks | called the
call center back nmmedi sal on hold | }{AO\H alely 28 more

i[l(xgmkﬁeéwwm (1

174148

At this peint, ©am complelely unable Lo reach anyone al KARC and am hoping
someone can contacl me reparding this obvious and blatant mistake i the
hillmg.

Please contact iy husband or me immedialely Lo discass this matier,

Lavne Netherlon
859536 - 8875

Water Use

You can view your waler usage history for up to 24 monlh:
@gﬂwg

"{y.' SRV

Bill l)ate Usage  Unit Read Type
(;)1/08/201 1458.60 100 | M?t(‘il‘ Reading by RF
4 gallons  Device
117077201 . 100 Meter Reading by RF

67.32 .
3 gallons  Device

10/09/201 100 Meter Reading by RF
- 149.60 .

gallons  Device

KAWC 2013-11-07.pdf

- Forwarded by Stephanie Kelley/CALLCTR/CORPIAWWSC on 06/13/2014 09:19 PM «-n-
Layne Netherton
<layniemia@yahoo.com> To ‘“infoky@amwater.com® <infoky@amwater.com>,

e, g’

01/08/2014 03:53 PM ] cc Kurt Netherton <k.netherton@insightbb.com>
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Please respond o
Layne Netherton
<layniemia@yahoo.com>

Subject Netherton KAWC Bill

logped n to My ZE% Onhne today and relrieved thiz bill. Obviot 1*"!1?. Lhis s
m{ correcl. Ca eone ;)\m se contacl me via e ail or phoy
(859--536--8875) fo fhm sz having Lthe meter ve-read? We have ?(?(;.(f"(ﬁ?
around the properly and there are no leaks.

Please advise ASAP.

ayne Nelherlon

H
t
i
H

KAWC bill.pdf
- Forwarded by Stephanie Kelley/CALLCTR/CORP/AWWSC on 06/13/2014 09:19 PM —er-
' Laynq Netherton
<layniemia@yahoo.com> To infoky@amwater.com" <infoky@amwater.com=,
01/19/2014 09:47 AM oo
Please respond to .
Layne Netherton Subject Re: Netherton KAWC Blll
<layniemia@yahoo.com>

E ha\fe («o'z'xt,eu"%od K‘x Cagain. The bill 13 in dispute and Lhe representative
said someone would mH ne ‘t;\f-),?n 72 hours Lo sehedule a lime fo come Took
ai the b ‘f)k(%z meter. No one has called and thal was over | i»’ vooks ago.

¥
} a“m more, the :z‘.z"mtez" reading was submilled to LFUCG and now 1 have a

Can mm sone please call me {o ,L;N, H’;és‘«: res c% od? The average wail Lune is

SR
aboul 30-40 mmutes 3f | :;x-'sH RAWC and Uhat 12 not feasible to it and wail
Lhal scz}z"u,;

On Monday, January 13, 2014 4:29 AM, "infoky@armwater.com” <infoky@amwater.com> wrote:
Dear Customer,

Thank you for your contact. We do apologize for the delayed response to your email. | did look over the
bill it would be best if you call in to set up your
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appointment because they will need you to answer some questions and then they will setup your service
appointment .

Should you have any other questions or concerns, please reply with history to this email or you may
contact us by phone at 1-800-678-6301.

Sincerely,

American Water
Customer Service

Layne Netherton <layniemia@yahoo.com>

01/08/2014 03:53 PM To “infoky@amwater.com” <infoky@amwater.com>,
€€ kurt Netherton <k.netherton@insightbb.com>
Please respond to Subject Netherton KAWC Bill
Layne Netherton

<layniemia@yahoo.com>

[lopged in Lo My 1120 Online lodav and relrieved this bill.  Obviously. thix i
nol correct. Can someone please contacl me via ¢ ~mail or phone

(809 -536-8875) Lo discuss having the meler re-read? We have looked
around the property and there are no leaks,

Please advize ARAP

Mary Layne Nelherlon

- Forwarded by Stephanie Kelley/CALLCTRI/ICORP/AWWSC on 06/13/2014 09:19 PM ~=-ex
Layne Netherton
<layniemia@yahoo.com> To “infoky@amwater.com” <infoky@amwater.com>,
01/20/2014 03:17 AM ce
Please respond to . .
Layne Netherton Subject Re: Netherton KAWC Bill
<layniemia@yahoo.com>

Thanks for the update. s there any wav Lhal l\f\\ ¢ can nolify LFUCG tThad
there 1z an issue with the reading. ax the sewer H wacted ag well?

Please advise,
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On Monday, January 20, 2014 2:01 AM, "infoky@amwater.com® <infoky@amwater.com> wrote:
Dear Customer,

Thank you for your contact. We apologize for the delayed response. Due {o the recent events in West
Virginia, our company needed to focus on the safety and resolution of issues at hand for those customers,
We apologize that you were given a 3 day time frame. Please be advised that it can take up to 30 days for
this matter to be resolved. We apologize again for the delay. We will contact you as soon as we can.

Should you have any other questions or concerns, please reply with history to this email or you may
contact us by phone at 1-800-678-6301.

Sincerely,
American Water

Customer Service

Layne Netherton <layniemia@yahoo.com>
01/19/2014 09:47 AM Ta "infoky@amwater.com” <infoky@amwater.com>,
cc

Please respond to Subject Re: Netherton KAWC Bill

Layne Netherton
<layniemia@yahoo.com>

i have conlacted KAWC again. The bl m dispule and the zf\pz(* enlative
someone would call me wilhin 72 hours Lo schedt I() a time lo come lpok
al the broken meter. No one hag called and thal was over | ﬁ}.; 2 weeks ago.
Furthermore, the meter reading was submitled Lo LFUCG and now | have a

Y

375200 sewer bill,

[RAS AT

thiz revolved? The average wail lime i3

(‘s someone please C‘i‘:” me Lo gel )
and thal 12 not feasible lo =il and wail

aboul 3040 minules if | call KAW

thal ong.

(

Lavne Netherlon
83;; 5368875

On Monday, January 13, 2014 4:29 AM, "infoky@amwater.com” <infoky@amwater.com> wrote:
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Dear Customer,

Thank you for your contact. We do apologize for the delayed response to your email. | did look over the
bill it would be best if you call in to set up your

appointment because they will need you to answer some questions and then they will setup your service
appointment .

Should you have any other questions or concerns, please reply with history to this email or you may
contact us by phone at 1-800-678-6301.

Sincerely,
American Water
Customer Service

Layne Netherton <laynfemia@yahoo.com>

01/08/2014 03:53 PM To "infoky@amwater.com" <infoky@amwater.com>,
€ Kurt Netherton <k.netherton@insightbb.com>
Please respond to Subject Netherion KAWC Bill

Layne Netherton
<layniemia@yahoo.com>

Flogged in Lo My H20 Online today and relyieved this bl Obviously, Lhis is

)

nol correct. Can someone please contacl me via ¢ mail or phone

(859 536 - 8875) Lo discuss having the meler re-vead? We have Jooked
{

around the properly and there are no leaks.

Please advize AnAP.

Mary Lavne Nelherlon

----- Forwarded by Stephanie Kelley/CALLCTR/CORP/AWWSC on 06/13/2014 09:19 PM ~—--

lLayne Netherton
<layniemia@yahoo.com> To “infoky@amwater.com" <infoky@amwater.com>,

01/21/2014 10:38 AM co

Please respond to ) ‘
Layne Netherton Subject Re: Netherton KAWC Bill

<layniemia@yahoo.com>
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Thanks. We have verified thal there is nol a leak inside or outside of the
property. [Us ObHOI\[TO}l the rea 11~llud HM‘JOddHHYI cither incorrect
or the molu = broken. There 1s no way the congsur pho 1 could have been
over 14,000 1{}}% of water. We would Im»-f;ﬁ had Lo fill up 15 swimming pools
Lo have use d thal much waler. We only have 2 pc-ropio i our household.

Regards,

Layne Nelherton

On Tuesday, January 21, 2014 3:28 AM, "infoky@amwater.com” <infoky@amwater.com> wrote:
Dear Customer,

Thank you for your contact.

Your request is complete. Your meter at 3649 Winding Wood Ln is scheduled to be checked in between
the dates of Jan 22 to Feb 1. We will arrive sometime during normal service hours to test your meter,

verify if there are leaks and re-read your meter.

Please be advised that you can also check for leaks in your home. We have an online leak detection kit
available for use. Please go to www.amwater.com Hover over the heading title, "Learning Center” and
click on the sub heading titled, "Wise Water Use". You will be directed to a page with a pdf file detailing
how to check for home for leaks. The online leak detection kit also advises of what to look for in the home

that would indicate a leak.

Should you have any other questions or concerns, please reply with history to this email or you may
contact us by phone at 1-800-678-6301.

Sincerely,
American Water

Customer Service

Layne Netherton <layniemia@yahoo.com>
01/20/2014 09:17 AM To "infoky@amwater.com” <infoky@amwater.com>,
cc

Please respond fo Subject Re: Netherton KAWC Bill

Layne Netherton
<layniemia@yahoo.com>
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Thanks for thv u;xfah* I« there any way that KAWC can noti l LFUCG thal
there 1s an issue with the reading. as the sewer Bill 1s impacted as well?

Please advise,

l,n\fno \J\H rton
8595368875

On Monday, January 20, 2014 2:01 AM, "Infoky@amwater.com" <infoky@amwater.com> wrote:
Dear Customer,

Thank you for your contact. We apologize for the delayed response. Due to the receni events in West
Virginia, our company needed to focus on the safety and resolution of issues at hand for those customers.
We apologize that you were given a 3 day time frame. Please be advised that it can take up to 30 days for
this matter to be resolved. We apologize again for the delay. We will contact you as soon as we can.

Should you have any other questions or concerns, please reply with history to this email or you may
contact us by phone at 1-800-678-6301.

Sincerely,
American Water

Customer Service

Layne Netherion <layniemia@yahoo.com>
01/19/2014 09:47 AM To "infoky@amwater.com” <infoky@amwater.com>,
cc

Please respond io Subject Re: Netherton KAWC Bilt

Layne Netherton
<laynieimia@yahoo.com>

I have conlacled KAWC again The bl 1 my dispule and Lhe represenlative
s*e;xi(‘i someone would mH within 72 hours Lo gchedule a time to come look

L the broken meter. Ko one has called and thal was over |12 weeks ago
ihm wre, the mct zczuhu;{ was submitled Lo LFUCG and now | have a
2.00 sewer bill.

uy
'3,;

Can someone please call me to gel Lhis resolved? The average wail Lime is
aboul f,)() - 40 minutes if 1 eall l\\W and thal 1s nol Teasible to =il ane ,l wail
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Lhal long.

Ly 11() I\‘(Hmio;
859- - 8875

On Monday, January 13, 2014 4:29 AM, "infoky@amwater.com" <infoky@amwater.com> wrote:
Dear Customer,

Thank you for your contact. We do apologize for the delayed response to your email. 1 did look over the
bill it would be best if you call in to set up your

appointment because they will need you to answer some questions and then they will setup your service
appointment .

Should you have any other questions or concerns, please reply with history to this email or you may
contact us by phone at 1-800-678-6301.

Sincerely,

American Water

Customer Service

Layne Netherton <layniemia@yahoo.com>

01/08/2014 03:53 PM To "infoky@amwater.com" <infoky@amwater.com>,
€€ Kurt Netherton <k.netherion@Insightbb.com>
Please respond to Subject Netherton KAWC Bl
Layne Netherion
<layniemla@yahoo.com>

IHogged 1 Lo My HZ20 Online Loday and retrieved this bill. Obviously, this ig
nol correcl. Can someone please conlact me via e-mail or phone
(859-536-8875) Lo discuss having the meter re-read? We have looked
around the property and there are no leaks.

Please advise ARAP.

Mary Layne Netherlon
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-—- Forwarded by Stephanie Kelley/CALLCTR/ICORP/AWWSC on 06/13/2014 09:19 PM =----

Layne Netherton
<layniemia@yahoo.com> To “infoky@amwater.com" <infoky@amwater.com:,

01/24/2014 12:27 PM cc Kurt Netherton <k.netherton@insightbb.com=
Please respond to X .
Subject Re: Netherton KAWC Bill

Layne Netherton
<layniemia@yahoo.com>

The meler was reread today and the nolice indicales that the "readmgs
appear Lo be back lo normal”.

Regarding Lhe outztanding balance of $1.444.19 fo) ho time {rame November
b Janu zx 7th, we are in the process of filing a fo rmal complainl with the KY
Public Service Commssion.  Additionally, w have recel \.od a sewer bill for
B804 8 for the same Lime period, of whi h we are concurrently filing a

complainl for.

I obvious your billing and/or meler reading is incorrect. s impossible Lo
come close Lo using the reported fj«ii),éﬂ‘-i,ﬁl MH ms ol waler, as reported by

YOUT company.

I'm u\m])nhk‘ to discuss this matter immediately. Olherwise, I'll proceed with
fiing Lhe complaint Umt [ have slarled preparing. We regard this matter as
A YOIY SCrOUS one.

Regards

Layne Netherton
95368875

On Wednesday, Januaty 22, 2014 6:34 AM, "infoky@amwater.com” <infoky@amwater.com> wrote:
Dear Layne Netherton,

Thank you for your contact. Our prior email communication indicated that we have scheduled a technician
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to visit your property to re-read the meter and to check for leaks between the dates of January 22, thru
February 1st. Qur technician will inspect the meter, obtain another reading and watch for meter
movement. A physical visit is the second step of our high usage investigation. The first step is to direct
our customer's to the leak detection information on our website and advise what types of things can cause
the bill to escalate. You may contact us after February 2, 2014 and we will be happy to update you on the

resuits of our visit.

Your email mentioned that you have verified that there are no leaks Inside or outside of the property.

Your historical usage indicates very erratic usage from month to month which can indicate the possibility
of a malfunctioning toilet which is the most common type of leak that can easily go unnoticed. A dye test
is a quick and easy method to check for toilet leaks. Put a few drops of food coloring in the holding tank of
the tollet and don't flush. Wait for thirty minutes to an hour and see if any of the color seeps from the tank
to the toilet bowl. If coloring appears in the bowl, the flapper is likely allowing water to seep from the tank

into the bowl which can cause a significant amount of water loss.

| have Included a leak kit in the attachment to assist you in identifying any potential issues. Additional
information may be found on our website at www.amwater.com. Hover over the heading title, “Learhing

Center" and click on the sub heading titled, "Wise Water Use”.

We hope this information is helpful.

Should you have any other questions or concerns, please reply with history to this email or you may
contact us by phone at 1-800-678-6301.

Sincerely,
American Water

Cuslomer Service

Layne Netherton <layniemia@yahoo.com>
01/21/2014 10:38 AM To "infoky@amwater.com" <infoky@amwater.com>;
cc

Please respond to Subject Re: Netherton KAWC Bill

Layne Netherton

<iayniemia@yahoo.com>
Thanks We have verified thal there is nol a leak inside or oulside of the
pmpw% v 1bs obvious from the reading that h(’ ending 1 '« either mcorrect
or Lthe meler s broken. There is no way the consun phm umH have been
over i4.000 m{ ms of waler. We would have Md to fill up 15 swimming pools

Lo have used thal much waler. We only have 2 people ou. household

Sty vl
¢ ;Ai(,(k'.-fi ,
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Layne Nelherton

On Tuesday, January 21, 2014 3:28 AM, "infoky@amwater.com" <infoky@amwater.com> wrote:
Dear Customer,

Thank you for your contact.

Your request is complete. Your meter at 3649 Winding Wood Ln is scheduled to be checked in between
the dates of Jan 22 to Feb 1. We will arrive sometime during normal service hours to test your meter,

verify if there are leaks and re-read your meter.

Please be advised that you can also check for leaks in your home. We have an online leak detection kit
available for use. Please go to www.amwater.com Hover over the heading titie, "Learning Center" and
click on the sub heading titled, "Wise Water Use". You will be directed to a page with a pdf file detailing
how to check for home for leaks. The online leak detection kit also advises of what to look for in the home

that would indicate a leak.

Shouid you have any other questions or concerns, please reply with history to this email or you may
contact us by phone at 1-800-678-6301.

Sincerely,
American Water

Customer Service

Layne Netherton <layniemia@yahoo.com>
01/20/2014 09:17 AM To "infoky@amwater.com” <infoky@amwater.com>,
cc

Please respond to Subject Re: Netherton KAWC Bili

Layne Netherton
<layniemia@yahoo.com>

Thanks for the updale. T there any way thal KAWC can nolify TIUCG Tha
there is an e with the reading, as Lhe sewer bill 1s impacled as u(U"

Please advise.

Jat yno Netherton
4595368870
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On Monday, January 20, 2014 2:01 AM, "infoky@amwater.com" <infoky@amwater.com> wrote:
Dear Customer,

Thank you for your contact. We apologize for the delayed response. Due to the recent events in West
Virginia, our company needed to focus on the safety and resoiution of issues at hand for those customers.
We apologize that you were given a 3 day time frame. Please be advised that it can take up to 30 days for
this matter to be resolved. We apologize again for the defay. We wiil contact you as soon as we can.

Should you have any other questions or concerns, please reply with history to this email or you may
contact us by phone at 1-800-678-6301.

Sincerely,
American Water

Customer Service

Layne Netherton <layniemia@yahoo.com>

01/19/2014 08:47 AM To "infoky@amwater.com" <infoky@amwater.com>,
cc

Please respond 10 Subject Re: Netherton KAWC Bill

Layne Netherton
<layniemla@yahoo.com>

I have contacled KAWC again. The il is i dispule and the representalive
sadd someone would call me wilhin 72 hours Lo schedule a Lime lo come look
al Lhe broken meler. Yo one has called and Lhal was over | 1/2 weeks ago.
Furthermore, the meter veading was submilled Lo LFUCG and now | have a
§752.00 sewer bill,

Can someone please call me Lo gel this resolved? The average wail lime s
aboul 30-40 minutes if 1 call I\/\H and thal is nol feasible to sit and wail
thal long.

Layne Nelherton
459 - 536 -8875H
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On Monday, January 13, 2014 4:29 AM, "infoky@amwater.com” <infoky@amwater.com> wrote:
Dear Customer,

Thank you for your contact, We do apologize for the delayed response to your email. | did look over the
bill it would be best if you call in to set up your

appointment because they will need yot to answer some guestions and then they will setup your service
appointment.

Should you have any other questions or concerns, please reply with history to this email or you may
contact us by phone at 1-800-678-6301.

Sincerely,

American Water

Customer Service

Layne Netherton <fayniemia@yahoo.com>

01/08/2014 03:53 PM To "infoky@amwater.com” <infoky@amwaler.com>,.
€€ Kurt Netherton <k.netherton@insightbb.com>
Please respond to Subject Netherton KAWC Bill
Layne Netherion

<laynienia@yahoo.com>

[ logged 1 Lo My H20 Online today and retrieved Lhis bill. Obviously, Lhis is
ot correct. Can zomeone please conlaet me vin e-mail or phone
(859536 -8875) Lo discuss having Lhe meter re read? We have looked
around the properly and lhere are no leaks

Please advise ASAP.

Mary Lavne Nelherton
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~-- Forwarded by Stephanie Kelley/CALLCTR/CORP/AWWSC on 06/13/2014 09:19 PM =w-e

layniemia
<layniemia@yahoo.com> To infoky@amwater.com,
01/25/2014 09:49 AM cc

Subject Re: Netherlon KAWC Bill

The meter was supposed to be tested already. The meter was reread over a month ago. I called the
no. listed below four times yesterday and reached the collection department because that
department was answering calls because customer service was so busy. The lady transferred me
back to customer service because she couldn't help. Upon transfer, I was disconnected for the
third time.

I have filed a complaint with the public service commission and they said they would be in
contact with you regarding the matter.

Layne Netherton

Sent from my Verizon Wireless 4G LTE smartphone

~~~~~~~~ Original message -~-~----

From: infoky@amwater.com
Date:01/25/2014 3:44 AM (GMT-05:00)
To: Layne Netherton

Subject: Re; Netherton KAWC Bill

Dear Customer,

Thank you for your contact. Upon review of the account after the most recent visit, we have also confirmed

no leaks on the premise. We have also

verified the reads on the meter for the billing periods in question to be actual and not estimated reads. At
this point a meter test would be the next step in the investigation process. The hilling department is
already aware of this dispute and is working to resoclve the issue. To discuss this matter further and/or to
schedule a meter test. Please call in to our call center with the phone number listed below; and we will be
happy to assist you. Thank you.

Should you have any other questions or concerns, please reply with history to this email or you may
contact us by phone at 1-800-678-6301.

Sincerely,
American Water
Customer Service

Layne Netherton <layniemia@yahoo.com>
¥ v @y o To "infoky@amwater.com” <infoky@amwater.com>,

CC Kurt Netherton <k.netherlon@insightbb.com>
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0112412014 1227 PM Subject Re: Netherlon KAWC Bill
" Pleaserespondto |
Layne Netherton {
<layniemia@yahoo.com?“ ;

"’5'"!1(' meler was revead today and Lhe nolice indicales thal the "veadings
wppear Lo be ba( !\ E normal”

Repar 1“#:?; Lhe oulstanding balance of $1.444.19 for the time frame November
6 Ja iary ¢ 7Lh, we are in Lhe process of filing a formal complaml with the KY
P })Iu Service Commission. Addilions l y, we have received a sewer bill for
b1.28 )wﬁ for the swme Lime period, of which we are concurrently fiing a
((»Ha“fu 1 for.

i3 obvious your hilling and/or meler reading is meorreel. 11 nnpossible Lo
come ciose Lo using the re pml(*(i \,ME 3.&110,.1&, of waler. ax a;;o ried by

voul company.

' available i'o discuss His matler immedialely. Otherwize. Pl proceed wilh
[iling the complaint thal U] have sla l@d preparing, We resard this maller as
@ very seri on

On Wednesday, January 22, 2014 6:34 AM, “infoky@amwater.com” <infoky@amwater.com> wrote:
Dear Layne Netherton,

Thank you for your contact. Our prior email communication indicated that we have scheduled a technician
to visit your property to re-read the meter and to check for leaks between the dates of January 22, thru
February 1st. Our technician will inspect the meter, obtain another reading and watch for meter
movement. A physical visit is the second step of our high usage investigation. The first step is to direct
our customer's to the leak detection information on our website and advise what types of things can cause
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the bill to escalate. You may contact us after February 2, 2014 and we will be happy to update you on the
results of our visit,

Your email mentioned that you have verified that there are no leaks inside or outside of the property. Your
historical usage indicates very erratic usage from month to month which can indicate the possibility of a
malfunctioning toilet which is the most common type of leak that can easily go unnoticed. A dyetestisa
quick and easy method to check for toilet leaks. Put a few drops of food coloring in the holding tank of the
toilet and don't flush. Wait for thirty minutes to an hour and see if any of the color seeps from the tank to
the toilet bowl. If coloring appears in the bowl, the flapper is likely allowing water to seep from the tank

into the bow! which can cause a significant amount of water loss.

| have included a leak kit in the attachment to assist you in identifying any potential issues. Additional
information may be found on our website at www.amwater.com. Hover over the heading title, "Learning

Center" and click on the sub heading litled, "Wise Water Use".

We hope this information is helpful.

Should you have any other questions or concerns, please reply with history to this email or you may
contact us by phone at 1-800-678-6301.

Sincerely,
American Water

Customer Service

Layne Netherton <layniemia@yahoo.com>

01/21/2014 10:38 AM To “infoky@amwater.com” <infoky@amwater.com>,
cc

Please respond to Subject Re: Netherton KAWC Bill

Layne Netherton
<layniemia@yahoo.com>

Thanks. We have verified thal there is nol a leak inside or oulside of the
property. 1Us obvious from Lhe reading Lhal the reading Is either mcorrect
or the meler is broken. There 11 no way the consumplion could have heen

over 14,000 pallons of waler We would have had Lo il up 15 swinnming pools
Lo have used thal much waler. We only have 2 people n our houschold.

Repgards,

Layne Nelherlon
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On Tuesday, January 21, 2014 3:28 AM, "infoky@amwater.com” <infoky@amwater.com> wrote:
Dear Customer,

Thank you for your contact.

Your request is complete. Your meter at 3649 Winding Wood Ln is scheduled to be checked in between
the dates of Jan 22 to Feb 1. We will arrive sometime during normat service hours to test your meter,

verify if there are leaks and re-read your meter.

Please be advised that you can also check for leaks in your home. We have an online ieak detection kit
available for use. Please go to www.amwater.com Hover over the heading title, "Learning Center" and
click on the sub heading titled, "Wise Water Use". You will be direcled {o a page with a pdf file detailing
how to check for home for leaks. The online leak detection kit also advises of what to look for in the home

that would indicate a leak.

Shouid you have any other questions or concerns, please reply with history to this email or you may
contact us by phone at 1-800-678-6301.

Sincerely,
American Water

Customer Service
Layne Netherton <laynlemia@yahoo.com>

01/2012014 09:17 AM To “infoky@amwater.com” <infoky@amwater.com=,
cc
Please respand to Subject Re: Netherton KAWC Biil
Layne Netherton

<layniemia@yahoo.com>

Thanks for the u lum(‘ Is therv any way thal KAWC can nolify LIFUCG that
there is an igsue with the reading, as nc’ sewer bill i impacted as well?
Please advise,

Layne Netherlon

N
859-5H36-8875
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On Monday, January 20, 2014 2:01 AM, "infoky@amwater.com" <infoky@amwater.com> wrote:
Dear Customer,

Thank you for your contact. We apologize for the delayed response. Due to the recent events in West
Virginia, our company needed to focus on the safety and resolution of issues at hand for those customers.
We apologize that you were given a 3 day time frame. Please be advised that it can take up to 30 days for
this matter to be resolved. We apologize again for the delay. We will contact you as soon as we can.

Should you have any other questions or concerns, please reply with history to this email or you may
contact us by phone at 1-800-678-6301.

Sincerely,

American Water

Customer Service

Layne Netherton <layniemia@yahoo.com>

01/18/2014 09:47 AM To “infoky@amwater.com* <infoky@amwater.com>,

cc

Please respond 1o Subject Re: Netherton KAWC Bill

Layne Netherton
<layniemia@yahoo.com>

I have contacted KAWC again. The bill Is (]l.\]) ¢ and Lhe representalive
said zomeone would call me within 72 hours {o schedule a Lime o come look
al Lhe )rok(-w meler. No one has called and thal was over | 1/2 weeks ago.
Furthermore, the meler reading was submilled to LFUCG and now | have a

) /:),»:,,.()() sewer bill.

Can someone please call me Lo pel lhj:; resolved?  The average wail me is
aboul 30-40 minutes il | mH l\z\\ Sand thal 15 nol feasible Lo sl and wail
thal long.

],(\\l ¢ '\'(‘ herton
659 - 8875
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On Monday, January 13, 2014 4:29 AM, "infoky@amwater.com” <infoky@amwater.com> wrote:
Dear Customer,

Thank you for your contact. We do apologize for the delayed response to your email. | did look over the
bill it would be best if you call in to set up your

appointment because they will need you to answer some questions and then they will setup your service
appointment .

Should you have any other questions or concerns, please reply with history to this email or you may
contact us by phone at 1-800-678-6301.

Sincerely,

American Water

Customer Service

Layne Netherton <layniemia@yahoo.com>

01/08/2014 03:53 PM To "infoky@amwater.com" <infoky@amwaler.com>,
€€ Kurt Netherton <k.netherton@insightbb.com>
Please respond to Subject Netherton KAWC Bill
Layne Netherton
<layniemia@yahoo.com>

ogged in Lo My H20 Online Loday and relrieved thiz bill. Obviously, [his is
not correcl. Can someone pleaze conlact me via e mal or phone
(859-H36-8875) Lo discuss having the meler re-vead? We have looked

around the properly and Lhere are no leaks.
Please advise ASAP.

Mary Layne Nelherlon
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Information - To Layne Netherton <layniemia@yahoo.com>,
Kentucky/AWWSC
Sent by: Dominique Evans ce
bee
01/12/2014 08:40 AM

Subject Re: KAWC Bill Account No. 1012-210010167585 Layne
Netherton 3649 Winding Wood Lane Lexington KY 4051503

Dear Customer,

Thank you for your contact. Please be advised that this matter has been forwarded to the appropriate
department.

Should you have any other questions or concerns, please reply with history to this email or you may
contact us by phone at 1-800-678-6301.

Sincerely,
American Water
Customer Service

Layne Netherton Layne Netherton <layniemia@yahoo.... 01/07/2014 01:15:45 PM
Layne Netherton
<layniemia@yahoo.com> To “infoky@amwater.com" <infoky@amwater.com>, Kurl
01/07/2014 01:15 PM Netherlon <k.netherton@insightbb.com>,
Please respond lo ce
Layne Netherton Subject KAWC Bill Account No. 1012-210010167585 Layne
<layniemia@byahoo.com> Netherton 3649 Winding Wood Lane Lexington KY 40515

On 1/7/14, 1 called the KAWC call center (800-678-6301) Lo get a copy of my
December bill because we had nol received il in the mail. The (‘mlomor
service representative, I,dp} acia?, lold me Lhal we had a balance of $83
and thal our accounl was in colleclions and that [ probably needed to speak
Lo the post oflice because there had been several nolices sent oul.

r‘l(

After sitting on hold for approximately 35 additional minutes, I was finally
forwarded to Lhe billing department where [ spoke to Kelly. By thal time |
had managed to access My H20 Online account and determine that the bill for
the charges in question had nol yet been sent out. Under Lhe Usage Seclion
of the wolm e, Lhere was a reference to a large amount of usage with a bill
dale of 1/8/14. Kelly lold me Lhal KAWC was using a new system and thal
some bl v]ls were d(-‘layci This makes sense because Lhe prior bill was for
November, which ['m allaching to this e-mail. It shows no past due balance.

The only reference | see al all for any usage since the last bill was paid is
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nol in the form of a bill, bul rather a notation on the Usage lab of the
websile, which I'm including at the bottom of Lhis e-mail.

e called back

Kelly then put me on hold and lhe call was disconnecled. Sh
and lefl a message (while [ was still on hold on the other line) that the usage
wag for the current month and thal [ nceded Lo call the call center Lo
possibly discuss gelling the meler reread or checking for leaks. 1 called the
call cenler back immediately and sat on hold for approximately 28 more
minules before being disconnecled.

At Lhis poinl, [ am complelely unable Lo reach anyone al KAWC and am hoping
someone can conlact me regarding Lhis obvious and blatant mislake in the
billing.

Piease conlact my husband or me immedialely to discuss this maller.

Layne Netherton
§69-036-8870

Kurt Netherton
859-221-4841

Waler Use
You can view your waler usage history for up to 24 months.

Usage
View:

Bill Date Usage  Unit Read Type
(1/08/201 1458.60 100 Metc?r Reading by RF
4 gallons  Device
11/07/201 100 Meter Reading by RF

67.32 .
3 gallons  Device
10/09/201 100 Meter Reading by RF
149.60 )
3 gallons  Device
=

KAWC 2013-11-07.pdf
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