
2835 Crescent Springs Road        P.O. Box 18640 Erlanger, KY  41018 
Phone (859) 578-9898   Fax (859) 578-7893 

January 22, 2024 

Linda Bridwell, P.E. (by electronic mail only)
Executive Director 
Public Service Commission 
211 Sower Boulevard Frankfort, Kentucky 
40602-0615 

RE: Northern Kentucky Water District – Case No. 20223-00399 

Dear Ms. Bridwell: 

In accordance with the Public Service Commission’s January 12, 2024 Order in Case No. 2023-00399, please find the 
enclosed Answer and Motion to Dismiss. 

If you have any questions about this filing, please feel free to contact me. 

Respectfully Submitted, 

Tom Edge, Esq. (KBA #95534) 
General Counsel 
Manager of Legal, Compliance, and Regulatory Affairs 
Phone - 859-578-5457 
Email : tedge@nkywater.org   

enclosure 

JAN 23 2024



 COMMONWEALTH OF KENTUCKY 
 
 BEFORE THE PUBLIC SERVICE COMMISSION 

 
In the Matter of: 
 
ALISON PATRICIA VAN SANT V. NORTHERN KENTUCKY 
WATER DISTRICT 

) 
)   CASE NO. 2023-00399 
) 

 ANSWER AND MOTION TO DISMISS 

 Northern Kentucky Water District (“NKWD”), by and through counsel, submits its Answer and 

Motion to Dismiss in response to the Public Service Commission’s January 12, 2024 Order.   

ANSWER 

For NKWD’s Answer to the Complaint, NKWD states as follows: 

1. With respect to Ms. Van Sant’s statement that: “My husband and I bought our home, 

3488 Meadowlark Dr., Edgewood, KY 41018 in July 22.  We officially moved in October 22” NKWD 

states that it is without sufficient information or knowledge to form a belief as to the allegations and 

therefore denies the same.  NKWD further states Ms. Van Sant began service on August 2, 2022. 

2. With respect to Ms. Van Sant’s statement that: “Over the course of residency, we paid 

two bills before the situation at hand began. The first bill was for $25.31 in November 2022 and the 

second $61.37 in February 2023” NKWD admits. 

3. With respect to Ms. Van Sant’s statement that: “ We had no reports of active leaks, 

current water damage, or foundation issues from water damage from our home inspection” NKWD 

states that it is without sufficient information or knowledge to form a belief as to the allegations and 

therefore denies the same. 

4. With respect to Ms. Van Sant’s statement that: “We had the water heater replaced in 

November 2022 but did not see any increased activity for the water bill covering that time period 

(confirmed in the documentation provided)” NKWD states that it is without sufficient information or 



knowledge to form a belief as to the allegation regarding the water heater and therefore denies the same.  

NKWD notes that the profiling of the meter shows the high consumption started on January 4, 2023 as 

illustrated in the enclosed Exhibit A, Meter Profile.   

5. With respect to Ms. Van Sant’s statement that: “We had a NKWD worker come to our 

home on 3/21/23 stating that we had a high water reading meaning that we had an active leak. He did a 

meter reading in front of our home with the water on. We requested our water not be turned off until we 

found out what the issue was” NKWD admits. 

6. With respect to Ms. Van Sant’s statement that: “We had a plumber come out that day 

and inspect the house. He confirmed there was no leak” NKWD generally states that it is without 

sufficient information or knowledge to form a belief as to the allegations and therefore denies the same.  

Specifically, NKWD does admit that Ms. Van Sant has submitted an invoice from Cincinnati Plumbing 

Solutions with dates listed of March 21, 2023, May 31, 2023 and June 6, 2023 which reads “I have checked 

all plumbing in the house Toilets working as they should Checked meter found no prog. Toilets working 

as they should.” 

7. With respect to Ms. Van Sant’s statement that: “When we received our bill I immediately 

called NKWD to try to resolve the bill because we had never used that much water. I was put in touch 

with a supervisor named Jenny Klute. Over the next two months I worked with Jenny to try and figure 

out what the issue was. Our communications can be viewed in the documents provided. She had the 

meter from the road sent out, changed, and read multiple times.  She also sent a meter profile that stated 

the increase clearly began on 1/4/23” NKWD generally admits the statements and the content contained 

in the email communications submitted by Ms. Van Sant. 

8. With respect to Ms. Van Sant’s statement that: “Yet still, we had no signs of leaks 

anywhere inside our home, surrounding our home in the street, nor in our yard” NKWD states that it is 

without sufficient information or knowledge to form a belief as to the allegation regarding the water 



heater and therefore denies the same. 

9. With respect to Ms. Van Sant’s statement that: “When a resolution couldn't be found, I 

was directed to file a complaint to the Public Service Commission” NKWD admits that on May 30, 2023, 

NKWD did advise Ms. Van Sant she could file a complaint with the Public Service Commission but 

denies that a resolution could not be found.  See November 28, 2023 Complaint at 13 (May 30, 2023 

Email).  

10.  With respect to Ms. Van Sant’s statement that: “During that investigation, I had a second 

plumber come out to read the outside meter with and without the water on (findings confirmed in 

documentation provided). They confirmed there is no leak. I also had the first plumber come out again 

to inspect the house once more. He confirmed there is no leak nor signs of water damage in or outside 

the house” NKWD generally states that it is without sufficient information or knowledge to form a belief 

as to the allegation regarding the water heater and therefore denies the same.  Specifically, NKWD does 

admit that Ms. Van Sant has submitted an invoice from Cincinnati Plumbing Solutions with dates listed 

of March 21, 2023, May 31, 2023 and June 6, 2023 which reads “I have checked all plumbing in the house 

Toilets working as they should Checked meter found no prog. Toilets working as they should.”  See 

November 28, 2023 Complaint at 7.  Further, NKWD admits that Ms. Van Sant has submitted a letter 

dated June 1, 2023 from Joe Lay & Sons Plumbing Company, LLC that states in part “Shut water off too 

house and checked meter and it did not move at all.” See November 28, 2023 Complaint at 8.   

11. With respect to Ms. Van Sant’s statement that: “The initial complaint with PSC did not 

end with a resolution (documentation of their findings provided) so I was directed to file a formal 

complaint” once more. He confirmed there is no leak nor signs of water damage in or outside the house” 

NKWD generally states that it is without sufficient information or knowledge to form a belief as to the 

allegation regarding the water heater and therefore denies the same.  Specifically, NKWD does admit that 

Ms. Van Sant has submitted a August 17, 2023 letter from Rosemary Tutt of the Public Service 



Commission stating Ms. Van Sant’s meter was tested and demonstrated consistent accuracies in 

accordance with 807 KAR 5:041, Section 17 along with copies of the Inspector’s report and test results.  

See November 28, 2023 Complaint at 39-42. 

12. With respect to Ms. Van Sant’s statement that: “I have enclosed documentation from 

both plumbers that have inspected the outside of our home and inside confirming we have no leaks or 

signs of leaks” NKWD admits that Ms. Van Sant has enclosed documentation from plumbers but denies 

the claim regarding inspection and confirmation of no leaks or signs of leaks outside or inside the home. 

13. With respect to Ms. Van Sant’s statement that: “I have provided a timeline of my calls to 

ensure that the situation did not get ignored” NKWD states that Ms. Van Sant has submitted a timeline 

but denies the timeline to the extent it is contradicted by the documentation provided herein by NKWD 

or addresses items outside scope or knowledge of NKWD to form a belief as to the allegation. 

14. With respect to Ms. Van Sant’s statement that: “I have provided documentation of my 

communications with Jenny Klute, the meter profile, and the findings of the PSC investigation” NKWD 

generally admits that Ms. Van Sant has enclosed the aforementioned documentation.  

15. With respect to Ms. Van Sant’s statement that:  “I have also made a payment to NKWD 

for 09/2023 for $61.37 and will continue to make it monthly for that amount until this is resolved to 

ensure that we can maintain water usage in our home” NKWD admits that it has received payment in 

August 28, 2023 in the amount of $61.37 through NKWD’s online payment portal, and another payment 

of $61.37 on October 18, 2023 through NKWD’s online payment portal.  A Transaction History for Ms. 

Van Sant is attached hereto as Exhibit F.  As to the remaining portion of the statement, NKWD states 

that it is without sufficient information or knowledge to form a belief as to the allegation and therefore 

denies the same.   

16. With respect to Ms. Van Sant’s statement that: “Desired relief: I would like to have this 

bill for $5,503.48 (now, $5,936.44 as of 9/25/23) removed from our payment obligation. We have been 



asked to pay for a leak that we have proved doesn't exist with multiple professional opinions. If we are 

going to be required to pay this bill we want the NKWD to pay to have a company come out and inspect 

our home and prove there is a leak with the assistance of a company we trust. We also want to make sure 

this is resolved so that it doesn't continue every time we have a bill” NKWD denies the allegation and 

states in part that it is without sufficient information or knowledge to form a belief as to the allegation 

and therefore denies the same.   

 

AFFIRMATIVE DEFENSES 

17. Ms. Van Sant has not set forth a sufficient factual basis to support the relief she seeks. 

18. NKWD has acted fully consistent with its tariffs and the Filed Rate Doctrine set forth in 

KRS 278.160 therefore bars her claims. 

19. Ms. Van Sant has generally failed to sustain her burden of proof under the applicable 

statutes, including but not limited to, KRS 278.260, KRS 278.270, and KRS 278.280. 

20. NKWD respectfully reserves the right to plead any and all additional defenses that 

discovery may reveal. 

 

MOTION TO DISMISS 

I. BACKGROUND 

 Since August 2, 2022 NKWD has provided water service to the Complainant, Alison Patricia 

Van Sant (“Complainant” or “Ms. Van Sant”) at her property commonly located at 3488 Meadowlark 

Drive, Edgewood, Kentucky 41018 (“property”).  The meter at the property at the time Ms. Van Sant 

started service was installed on July 2, 2019as part of NKWD’s regular meter changeout and testing 

program.  At the time the service was started at the property for Ms. Van Sant, the meter read 357 HCF.  

See Exhibit B, October 5, 2022 Invoice.  



 On January 4, 2023, high water consumption began at Ms. Van Sant’s property as indicated by 

the enclosed Exhibit A, Meter Profile.    

 On March 17, 2023, NKWD conducted a drive by read of the meter for billing which showed a 

usage total of 1,154 HCF.  See Exhibit B, April 11, 2023 Invoice. 

 On March 21, 2023, a NKWD customer service representative visited the property to manually 

check the reading.  See Exhibit C, March 21, 2023 Service Order.  Upon arriving, the NKWD 

representative found the meter spinning very quickly.  Id.  The representative changed the meter out and 

the new meter nonetheless continued spinning.  Id.  The replaced meter, which read in 100 cubic feet 

increments as compared to newly installed meter that read to the cubic foot was returned to shop for 

testing.  Id.  The representative, while on site, notified Ms. Van Sant of the high meter reading and advised 

that she may have a leak.  Ms. Van Sant advised that she wanted the water left on. Id.      

 On April 13, 2023, Ms. Van Sant called NKWD and spoke with an Account Services 

Representative.  See Exhibit G, Recording and Transcript of April 13, 2023 Phone Call.  During that 

conversation and contrary to Ms. Van Sant allegations herein, Ms. Van Sant reported that she had a 

plumber come in and the plumber reported to her that there was water running through an additional 

pipe that was not necessary in the house.  Id.  Ms. Van Sant further reported that the plumber shut off 

the supply to that pipe.  Id.  Thereafter, Ms. Van Sant advised that she didn’t feel like she should be held 

responsible for the water usage and was placed into the Customer Service Supervisor’s voicemail for 

follow-up communication.  Id.        

 On April 17, 2023, an NKWD representative on a service order inspection following up from 

the April 13, 2023 communication went to Ms. Van Sant’s meter and although no one was home, 

confirmed that there was no movement on meter.  See Exhibit C, April 14, 2023 Service Order. 

 On April 24, 2023, an NKWD representative responded pursuant to a service order to follow up 

and the meter was working as it should.  See Exhibit C, April 24, 2023 Service Order. 



 On May 2, 2023, an NKWD representative visited Ms. Van Sant’s property and downloaded the 

meter profile.  See Exhibit C, May 2, 2023 Service Order. 

 On May 23, 2023, NKWD staff emailed a copy of the meter profile showing the usage and 

advised that Ms. Van Sant’s water would not be shut off until the dispute was resolved.  See Complaint 

at 16-17.     

 On May 30, 2023 NKWD advised Ms. Van Sant to submit her documents for a Type II Leak 

Adjustment under NKWD’s Tariff for review and consideration by legal counsel.  See Complaint at 13.  

Further, NKWD advised that arrangements could be made if Ms. Van Sant wanted to be in person for a 

test of the meter replaced on March 21, 2023.  Id.  Lastly, in the same communication NKWD advised 

that Ms. Van Sant could call the Public Service Commission regarding this matter.  Id.    

 On or about May 31, 2023, Ms. Van Sant started an informal complaint with the Public Service 

Commission and NKWD responded to the Public Service Commission’s information inquiry.  A copy 

of that email correspondence is attached hereto as Exhibit D. 

 On January 15, 2024 NKWD sent a customer service representative to check the meter condition 

and read that the usage was currently 35 HCF.   

 On January 16, 2024 NKWD replaced the meter transmitter with one of NKWD’s new Sensus 

AMI transmitter which will deliver meter readings every four hours and provides NKWD alerts for high 

usage along with various other abnormalities.   

 

II. LAW AND ARGUMENT 

 NKWD respectfully request that this matter be dismissed as the Complainant has failed to state 

a claim for which relief may be granted.  While NKWD regrets these unfortunate circumstances that have 

happened upon Ms. Van Sant, NKWD has complied with its requirements under NKWD Tariff and 

relevant statutes and regulations as it relates to Ms. Van Sant’s water service.   



 In summary, it appears something changed in the internal plumbing of  Ms. Van Sant’s  property 

on January 4, 2023 resulting in high water flows.  That continued through March 21, 2023 even after a 

meter changeout and field observations of no running water outside.  However, at some point later on 

March 21, 2023 that stopped as there was no usage on March 22, 2023 and usage returned to normal 

thereafter.  As learned thereafter from Ms. Van Sant and evidenced by plumber invoices submitted, a 

plumber came out after NKWD conducted the meter changeout on March 21, 2023 and turned some 

type of valve resulting in water to stop flowing down the drain.  Despite an offer by NKWD to review 

the matter for a bill adjustment under NKWD’s tariff and set up Ms. Van Sant a payment plan,  Ms. Van 

Sant proceeded with an informal complaint.  Public Service Commission staff tested the replaced meter 

and similar to NKWD, found it accurate within the prescribed limits of 807 KAR 5:066, Section 15.  Ms. 

Van Sant then filed this formal complaint.  While it provides for the relief desired, it does not state a basis 

on which that relief should be granted.  Nevertheless, NKWD will attempt to address any implied basis 

herein. 

 First, as to the implied argument the meter was inaccurate or faulty, the evidenced presented by 

Ms. Van Sant clearly indicates that the meter was accurate for both the tests conducted by NKWD and 

the Public Service Commission (via Louisville Water Company).  See Complaint at 39-42.        

 Second, as to the implied argument that the water bill is not Ms. Van Sant’s responsibility, 

NKWD’s Tariff, Section I1,  clearly states: 

3. Upon approval of an Application for Water Service, whether 
Residential or Commercial, water service will be connected in accordance 
with 807 KAR 5:006 by ensuring the water is turned on at the meter 
which services the address listed on the application as either the “Service 
Location Address” or “Property Address” on the Residential or 
Commercial Application for Water Service, respectively. The applicant, 
or co-applicant, will be responsible for all charges, including, but not 
limited to, the fixed service charge as shown in “Section II – Retail Water 

 
1 Available online at: 

https://psc.ky.gov/tariffs/Water/Districts,%20Associations,%20%26%20Privately%20Owned/Northern%20Kentucky

%20Water%20District/Tariff.pdf  



Rates 3, Fixed Service Charge” for the respective meter size and interval 
billing period from the date water is connected and available for 
use, and every billing period thereafter until water service is 
terminated. 

 
(emphasis added).2  That said, Ms. Van Sant may be eligible for relief under NKWD’s Tariff, Section IX 

– Adjustment of Water Bills, which contains an allowance for two types of leak adjustments.  Particularly, 

Ms. Van Sant may be eligible for a leak adjustment under Type 2 which states: 

Type 2 – Unknown Leaks Resulting in a High Consumption 
A customer can be eligible for a courtesy adjustment for an unknown 
leak and/or unknown plumbing malfunction where it shall be found after 
an investigation by a District employee, and a licensed plumber, that the 
cause for high consumption is unknown. 
 
1. Customers are eligible for this type of courtesy adjustment once every 
five years. Total adjustment will not exceed $1,500.00 per occurrence. 
 

2. The customer is required to submit a letter in writing requesting an 
adjustment for an unknown leak resulting in high consumption together 
with a receipt from a licensed plumber. The letter should also state that 
the customer has done due diligence at investigating the property for any 
possible leaks and has found no evidence that would cause an escalation 
in consumption that was recorded on the meter for the account. 
 
3. The adjustment will be calculated for one billing period and will be 
based on the customer’s average bill plus one half of the lost water. 
 
4. A customer is eligible for a leak adjustment only if the consumption is 
in excess of 200% of the average 
consumption. 
 
5. This type of adjustment transfers with the customer to different 
locations. 

 
 Based on the information presented in this matter, NKWD believes this would be an unknown 

plumbing malfunction and the formal complaint would sufficiently comply with the Section 2 

 
2 Additionally, Appendix A of the NKWD Tariff, NKWD’s Application for Water Service(Residential), Part B., Subpart 

c) states: “Applicant will purchase water from the District to be supplied to the service location address designated above, 

subject to all terms and conditions set out in the District’s rules, regulations, and tariffs now in force or hereafter 

supplemented or amended. Applicant shall make timely payment of all amounts and charges due on or before their due 

dates.”   



requirement for a request from the customer but would defer to the Commission’s judgment on the 

matter.  If the Commission finds it agreeable to go ahead and give the adjustment, Ms. Van Sant’s bill for 

water service would receive the maximum reduction of $1,500 as the adjustment calculation is higher than 

the maximum authorized reduction.  A copy of the calculations are attached hereto as Exhibit E.  

Additionally, Ms. Van Sant would also be eligible for a payment plan under the NKWD Tariff, Section 

VII.  

 Third and lastly, this action may in part stem from some confusion regarding the interpretation 

of the information on the Meter Profile, Exhibit A.  A review of the Meter Profile clearly shows the 

readings in 100 cubic feet.  However, when the meter was changed on March 21, 2023, the newly installed 

meter was a new meter that reads by each cubic foot.  Accordingly, after March 21, 2023 it should be read 

as having a decimal point before the last two digits in any reading.  For example, on March 23, 2023, the 

reading shows 1600 CF but it is actually 16 CF (16.00).  As such, the profile clearly indicates what generally 

appears to be regular usage after March 23, 2023.  While that anomaly is present in the meter profiling 

system data which only recognizes meter dials by HCF, it is corrected by the NKWD billing system prior 

to the customer being billed as evidenced by the Ms. Van Sant’s billing which is attached hereto as Exhibit 

B.3   In the instant matter, Ms. Van Sant’s subsequent bill on July 6, 2023 shows 66 HCF on the old meter 

from March 17, 2023 through March 21, 2023 and regular usage of only 13 HCF on the new meter 

through the end of the billing period.  See Exhibit B, July 6, 2023 Water Service Invoice. Ms. Van Sant’s 

October 5, 2023 water service invoice similarly shows only regular usage.  See Exhibit B, October 5, 2023.  

To the extent this was not clearly communicated with Ms. Van Sant, NKWD is contrite.  With the new 

Sensus AMI transmitter installed on January 16, 2024 which will deliver meter readings every four hours 

 
3 The meter profile variation is a result of NKWD’s current meter reading system technology that is in the process of being 

replaced after approval by the Public Service Commission.  See Case No. 2021-00095, Electronic Application of Northern Kentucky 

Water District for a Certificate of Public Convenience and Necessity to Replace its Existing Automated Meter Reading (“AMR”) Meters with 

Advanced Metering Infrastructure (“AMI”) and Issuance of a Bond Anticipation Note.   



and provides NKWD alerts for high usage along with various other abnormalities, NKWD is hopeful to 

further mitigate such circumstances from happening again to Ms. Van Sant.  

 In closing and response to Ms. Van Sant’s demanded relief, NKWD is willing to grant the relief 

as outlined herein.  As to the relief of an inspection for leaks, we do not believe it is necessary as the 

records clearly show according to Ms. Van Sant that her plumber found and fixed where the water was 

escaping without intentionally being used by Ms. Van Sant’s household.  Further NKWD’s records 

validate those statements as the high water usage stopped thereafter.    

 

III. CONCLUSION 

 WHEREFORE, based on the foregoing, NKWD respectfully request the Public Service 

Commission dismiss the Complaint as NKWD has complied with its Tariff and the relevant statutory 

and regulatory requirements.  Furthermore, it has offered Ms. Van Sant all available assistance available 

to her as authorized by NKWD’s tariff and as highlighted herein.  While NKWD regrets that this 

unfortunate circumstance has happened upon Ms. Van Sant, NKWD is limited only to the remedies 

called for in its Tariff as approved by the Public Service Commission as outlined herein.   

       
 RESPECTFULLY SUBMITTED: 

 
 
_______________________________________ 
Tom Edge (KBA #95534) 
General Counsel 
Manager of Legal, Compliance, and Regulatory Affairs 
Northern Kentucky Water District 
2835 Crescent Springs Road 
P.O. Box 18640 
Erlanger, Kentucky 41018 
Phone - 859-578-5457 
Fax - 859-426-2770 
Email: tedge@nkywater.org   
Counsel for Northern Kentucky Water District 

 
 



CERTIFICATE OF SERVICE 

In accordance with 807 KAR 5:001, Section 8, and Case No. 2020-00085, Electronic 
Emergency Docket Related to the Novel Coronavirus COVID-19 (Ky. PSC July 22, 2021), Order, I 
certify that this document was submitted electronically to the Public Service Commission on January 
22, 2024 and a copy was placed in the U.S. mail, postage prepaid as certified mail return receipt 
requested to the Complainant Alison Patricia Van Sant, 3488 Meadowlark Drive, Edgewood, 
Kentucky 41018.  

____________________________________ 
Tom Edge, Esq. (KBA #95534) 
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Exhibit F – Transaction History 
 
Exhibit G – April 13, 2023 Phone Call Recording and Transcript 
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Billing Period start date
12/14/22

       

    
   

      
 

      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      

       
      
      
      

       

    





Billing Period End Date
3/17/23

Date Meter Changeout
from 100 CF reading to 1 CF
reading.  Decimal point 
should move over
two spots hereafter (i.e., 
1600 should read 16 CF)
See Answer and 
Motion to Dismiss

       

    
   

      
  

      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      

    



       

    
   

      
 

      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      
      

       
      

    



 
 
 
 
 
 
 

Exhibit B – Water Service Invoices 
 
 
 
  

 

 



$0.00

Current Charges Detail

Current Charges Detail

$4.77     Consumption - Tier 1:  1.00 HCF @ $4.77 per HCF ......................................................... .

Fixed Service Charge........................................................................................................ 19.80     

School Taxes - Kenton County........................................................................................... 0.74     

 Current Charges for 3488 MEADOWLARK DR $25.31     

$25.31     Amount Due ON or BEFORE November 07, 2022 ..................................

Account Number

Meter Reading Data

Current Previous UsageMeter #
Read Date Read Date ReadingReading

DaysPrevious Current Read
Type

Units
Size

Meter

09/15/22  358  1 35720094420  44 HCF08/02/22 Regular5/8"

HCFDecember 2022Next Reading Date:  Total Usage Billed:  1

October 05, 2022

Billing Date

3488 MEADOWLARK DR

Service Address 

Any Questions?   Please call us at 

859-578-9898                                                                       

Monday - Friday 8:00 AM - 5:00 PM

Office:

2835 Crescent Springs Rd

Erlanger, KY 41018

Mailing Address:

P.O. Box 449

Burlington, KY 41005-0449

Any questions?

Please call us at 

(859) 578-9898

Monday to Friday

8:00 AM to 5:00 PM

Make checks to:

NKWD

Customer Number

Payment Due BEFORE

November 07, 2022

Prior Balance Payments Bal. Forward Adjustments New Charges Total Amount Due

$0.00 $25.31 $25.31

Account Summary

August 02, 2022 September 15, 2022toService period:

$0.00$0.00

DO NOT PAY
Your bill will be paid through our Automatic 

Payment Program on the due date indicated.

Usage History

Bill date Days Usage

HCF

Payment Due AFTER Due Date

$27.77

Return this portion with your payment. Make check or money order made to  NKWD

ALISON VANSANT

3488 MEADOWLARK DR

EDGEWOOD KY 41018-2649

Northern Kentucky Water District

P O. BOX 449

Burlington, KY, 41005-0449

PO BOX 449

Burlington, KY 41005-0449

Address Service Requested

If address has changed, please check here, complete the 

information on the reverse side and mail back to NKWD.

Account Number

Customer Number ON or BEFORE 

11/07/22

Pay this Amount AFTER

11/07/22

Pay this Amount

$25.31 $27.77

DO NOT PAY
Your bill will be paid through our Automatic 

Payment Program on the due date indicated.

Service Address 

3488 MEADOWLARK DR

 



$0.00

Current Charges Detail

 Balance Forward....................................................................................... $0.00     

Current Charges Detail

$19.08     Consumption - Tier 1:  4.00 HCF @ $4.77 per HCF ......................................................... . . .

Fixed Service Charge........................................................................................................ 40.50     

School Taxes - Kenton County........................................................................................... 1.79     

 Current Charges for 3488 MEADOWLARK DR $61.37     

$61.37     Amount Due ON or BEFORE February 07, 2023 ..................................

Account Number

Meter Reading Data

Current Previous UsageMeter #
Read Date Read Date ReadingReading

DaysPrevious Current Read
Type

Units
Size

Meter

12/14/22  362  4 35820094420  90 HCF09/15/22 Regular5/8"

HCFMarch 2023Next Reading Date:  Total Usage Billed:  4

January 06, 2023

Billing Date

3488 MEADOWLARK DR

Service Address 

Any Questions?   Please call us at 

859-578-9898                                                                       

Monday - Friday 8:00 AM - 5:00 PM

Beginning in 2023, convenience fees will apply 

to some payment options. This pass-through 

fee is charged by Paymentus, NKWD’s 3rd 

party vendor. Visit www.nkywater.org for 

fee-free bill payment options.

Office:

2835 Crescent Springs Rd

Erlanger, KY 41018

Mailing Address:

P.O. Box 449

Burlington, KY 41005-0449

Any questions?

Please call us at 

(859) 578-9898

Monday to Friday

8:00 AM to 5:00 PM

Make checks to:

NKWD

Customer Number

Payment Due BEFORE

February 07, 2023

Prior Balance Payments Bal. Forward Adjustments New Charges Total Amount Due

$0.00 $61.37 $61.37

Account Summary

September 15, 2022 December 14, 2022toService period:

$0.00$0.00

DO NOT PAY
Your bill will be paid through our Automatic 

Payment Program on the due date indicated.

Usage History

Bill date Days Usage

 1.00 HCF 449/15/2022

Payment Due AFTER Due Date

$67.33

Return this portion with your payment. Make check or money order made to  NKWD

ALISON VANSANT

3488 MEADOWLARK DR

EDGEWOOD KY 41018-2649

Northern Kentucky Water District

P O. BOX 449

Burlington, KY, 41005-0449

PO BOX 449

Burlington, KY 41005-0449

Address Service Requested

If address has changed, please check here, complete the 

information on the reverse side and mail back to NKWD.

Account Number

Customer Number ON or BEFORE 

02/07/23

Pay this Amount AFTER

02/07/23

Pay this Amount

$61.37 $67.33

DO NOT PAY
Your bill will be paid through our Automatic 

Payment Program on the due date indicated.

Service Address 

3488 MEADOWLARK DR

 



$0.00

Current Charges Detail

 Balance Forward....................................................................................... $0.00     

Current Charges Detail

$95.28     Consumption - Tier 1:  18.50 HCF @ $5.15 per HCF ....................................................... . . . . .

$2,110.57     Consumption - Tier 2:  440.62 HCF @ $4.79 per HCF ..................................................... . .. . .

Fixed Service Charge........................................................................................................ 17.62     

$133.56     Consumption - Tier 1:  28.00 HCF @ $4.77 per HCF ....................................................... . . . . .

$2,960.95     Consumption - Tier 2:  666.88 HCF @ $4.44 per HCF ..................................................... . . . . . . .

Fixed Service Charge........................................................................................................ 25.20     

School Taxes - Kenton County........................................................................................... 160.30     

 Current Charges for 3488 MEADOWLARK DR $5,503.48     

$5,503.48     Amount Due ON or BEFORE May 15, 2023 ..................................

Account Number

Meter Reading Data

Current Previous UsageMeter #
Read Date Read Date ReadingReading

DaysPrevious Current Read
Type

Units
Size

Meter

03/17/23  1516  1,154 36220094420  93 HCF12/14/22 Regular5/8"

HCFJune 2023Next Reading Date:  Total Usage Billed:  1,154

April 11, 2023

Billing Date

3488 MEADOWLARK DR

Service Address 

Any Questions?   Please call us at 

859-578-9898                                                                       

Monday - Friday 8:00 AM - 5:00 PM

Beginning in 2023, convenience fees will apply 

to some payment options. This pass-through 

fee is charged by Paymentus, NKWD’s 3rd 

party vendor. Visit www.nkywater.org for 

fee-free bill payment options.

2023    Northern Kentucky Water District 

annual water quality report for the calendar year 

2022 is available. This report contains 

important information about your drinking water.

Please go to www.nkywater.org/ccr.pdf  to view 

your 2022 annual water quality report or to 

request a paper copy call (859) 441-0482.

Office:

2835 Crescent Springs Rd

Erlanger, KY 41018

Mailing Address:

P.O. Box 449

Burlington, KY 41005-0449

Any questions?

Please call us at 

(859) 578-9898

Monday to Friday

8:00 AM to 5:00 PM

Make checks to:

NKWD

Customer Number

Payment Due BEFORE

May 15, 2023

Prior Balance Payments Bal. Forward Adjustments New Charges Total Amount Due

$0.00 $5,503.48 $5,503.48

Account Summary

December 14, 2022 March 17, 2023toService period:

$0.00$0.00

DO NOT PAY
Your bill will be paid through our Automatic 

Payment Program on the due date indicated.

Usage History

Bill date Days Usage

 4.00 HCF 9012/14/2022

 1.00 HCF 449/15/2022

Payment Due AFTER Due Date

$6,037.80

Return this portion with your payment. Make check or money order made to  NKWD

ALISON VANSANT

3488 MEADOWLARK DR

EDGEWOOD KY 41018-2649

Northern Kentucky Water District

P O. BOX 449

Burlington, KY, 41005-0449

PO BOX 449

Burlington, KY 41005-0449

Address Service Requested

If address has changed, please check here, complete the 

information on the reverse side and mail back to NKWD.

Account Number

Customer Number ON or BEFORE 

05/15/23

Pay this Amount AFTER

05/15/23

Pay this Amount

$5,503.48 $6,037.80

DO NOT PAY
Your bill will be paid through our Automatic 

Payment Program on the due date indicated.

Service Address 

3488 MEADOWLARK DR

 



$5,503.48

Current Charges Detail

 Balance Forward....................................................................................... $5,503.48     

 Penalties Adjustment.............................................................................. $0.00     

Current Charges Detail

$231.75     Consumption - Tier 1:  45.00 HCF @ $5.15 per HCF ....................................................... . . . .

$162.86     Consumption - Tier 2:  34.00 HCF @ $4.79 per HCF ....................................................... . . . . .

Fixed Service Charge........................................................................................................ 40.95     

Fixed Service Charge........................................................................................................ 1.90     

School Taxes - Kenton County........................................................................................... 13.12     

 Current Charges for 3488 MEADOWLARK DR $450.58     

$5,954.06     Amount Due ON or BEFORE August 08, 2023 ..................................

Account Number

Meter Reading Data

Current Previous UsageMeter #
Read Date Read Date ReadingReading

DaysPrevious Current Read
Type

Units
Size

Meter

03/21/23  1582  66 151620094420  4 HCF03/17/23 Regular5/8"

06/15/23  13  1321007186  86 CF03/21/23 Regular5/8"

CFJuly 2023Next Reading Date:  Total Usage Billed:  79

July 06, 2023

Billing Date

3488 MEADOWLARK DR

Service Address 

Beginning in 2023, convenience fees will apply 

to some payment options. This pass-through 

fee is charged by Paymentus, NKWD’s 3rd 

party vendor. Visit www.nkywater.org for 

fee-free bill payment options.

2023    Northern Kentucky Water District 

annual water quality report for the calendar year 

2022 is available. This report contains 

important information about your drinking water.

Please go to www.nkywater.org/ccr.pdf  to view 

your 2022 annual water quality report or to 

request a paper copy call (859) 441-0482.

Office:

2835 Crescent Springs Rd

Erlanger, KY 41018

Mailing Address:

P.O. Box 449

Burlington, KY 41005-0449

Any questions?

Please call us at 

(859) 578-9898

Monday to Friday

8:00 AM to 5:00 PM

Make checks to:

NKWD

Customer Number

Payment Due BEFORE

August 08, 2023

Prior Balance Payments Bal. Forward Adjustments New Charges Total Amount Due

$0.00 $450.58 $5,954.06

Account Summary

March 17, 2023 June 15, 2023toService period:

$0.00$5,503.48

Usage History

Bill date Days Usage

 1,154.00 HCF 933/17/2023

 4.00 HCF 9012/14/2022

 1.00 HCF 449/15/2022

Payment Due AFTER Due Date

$5,997.81

Return this portion with your payment. Make check or money order made to  NKWD

ALISON VANSANT

3488 MEADOWLARK DR

EDGEWOOD KY 41018-2649

Northern Kentucky Water District

P.O. BOX 449

Burlington, KY, 41005-0449

PO BOX 449

Burlington, KY 41005-0449

Address Service Requested

If address has changed, please check here, complete the 

information on the reverse side and mail back to NKWD.

Account Number

Customer Number ON or BEFORE 

08/08/23

Pay this Amount AFTER

08/08/23

Pay this Amount

$5,954.06 $5,997.81

Service Address 

3488 MEADOWLARK DR

 



$5,892.69

Current Charges Detail

 Balance Forward....................................................................................... $5,892.69     

 Penalties Adjustment.............................................................................. $43.75     

Current Charges Detail

$46.35     Consumption - Tier 1:  9.00 HCF @ $5.15 per HCF ......................................................... . . .

Fixed Service Charge........................................................................................................ 42.85     

School Taxes - Kenton County........................................................................................... 2.68     

 Current Charges for 3488 MEADOWLARK DR $91.88     

$6,028.32     Amount Due ON or BEFORE November 06, 2023 ..................................

Account Number

Meter Reading Data

Current Previous UsageMeter #
Read Date Read Date ReadingReading

DaysPrevious Current Read
Type

Units
Size

Meter

09/15/23  22  9 1321007186  92 CF06/15/23 Regular5/8"

CFDecember 2023Next Reading Date:  Total Usage Billed:  9

October 05, 2023

Billing Date

3488 MEADOWLARK DR

Service Address 

Beginning in 2023, convenience fees will apply 

to some payment options. This pass-through 

fee is charged by Paymentus, NKWD’s 3rd 

party vendor. Visit www.nkywater.org for 

fee-free bill payment options.

2023    Northern Kentucky Water District 

annual water quality report for the calendar year 

2022 is available. This report contains 

important information about your drinking water.

Please go to www.nkywater.org/ccr.pdf  to view 

your 2022 annual water quality report or to 

request a paper copy call (859) 441-0482.

Office:

2835 Crescent Springs Rd

Erlanger, KY 41018

Mailing Address:

P.O. Box 449

Burlington, KY 41005-0449

Any questions?

Please call us at 

(859) 578-9898

Monday to Friday

8:00 AM to 5:00 PM

Make checks to:

NKWD

Customer Number

Payment Due BEFORE

November 06, 2023

Prior Balance Payments Bal. Forward Adjustments New Charges Total Amount Due

$0.00 $91.88 $6,028.32

Account Summary

June 15, 2023 September 15, 2023toService period:

$43.75$5,892.69

Usage History

Bill date Days Usage

 79.00 HCF 866/15/2023

 1,154.00 HCF 933/17/2023

 4.00 HCF 9012/14/2022

 1.00 HCF 449/15/2022

Payment Due AFTER Due Date

$6,037.24

Return this portion with your payment. Make check or money order made to  NKWD

ALISON VANSANT

3488 MEADOWLARK DR

EDGEWOOD KY 41018-2649

Northern Kentucky Water District

P.O. BOX 449

Burlington, KY, 41005-0449

PO BOX 449

Burlington, KY 41005-0449

Address Service Requested

If address has changed, please check here, complete the 

information on the reverse side and mail back to NKWD.

Account Number

Customer Number ON or BEFORE 

11/06/23

Pay this Amount AFTER

11/06/23

Pay this Amount

$6,028.32 $6,037.24

Service Address 

3488 MEADOWLARK DR

 



 
 
 
 
 
 

 
Exhibit C – Service Orders 

 
 
 
  

 

 



 

    
        

      
        

                  
      

 

         

            

        

 
 

 
                   

 
   

       
 

 

     
      

          
 

                 
   

            
   

 

 
       



 

 

          

       

    

    

  

 
       

   

          
              

             
               
     

        

   

  

 
  

   

   

       

               

         

         

         

  

 
  

  
   

 
   

 

 



 

 

 

                    

   
        

 
 

     
       

          
 

              
   

  
   

 
         

    
        

       
        

 
          

 

       

          

          



 

 

 

                    
   

        
 

 

     
      

          
 

            
   

 
   

 

 
         

    
        

       
        

      

 

        

            

          



 
 
 
 
 
 
 

 
Exhibit D – NKWD Email Communication to 

Public Service Commission 

 
  

 

 



From: Jenny Klute
To: Tom Edge
Subject: FW: *EXTERNAL* 2023_641.pdf Van Sant
Date: Friday, December 8, 2023 2:22:40 PM
Attachments: image001.png

image002.png
image003.png
3488 Meadowlark - Meter Profile.pdf
image004.png

 
 

From: Jenny Klute 
Sent: Wednesday, May 31, 2023 4:40 PM
To: Tutt, Rosemary (PSC) <Rosemary.Tutt@ky.gov>
Subject: RE: *EXTERNAL* 2023_641.pdf Van Sant
 
Rosemary-
 
3/17/23 – Billing department scheduled a serviceman to check for leaks and to read the meter manually
and electronically after receiving the high reading.
 
3/21/23- Serviceman arrived and meter was spinning very quickly, he changed the meter out and then
wired new transmitter.  He advised the owners that meter was still spinning and asked if they wanted
the water left on and they said yes, they had a baby, he left on per their request.
 
3/27/23 – Meter was tested since it was removed, please see the test results below. 
 
4/13/23- Customer called and said there was no way that they used this amount of water, she was
transferred to me.  The customer, states plumber came and could not find a leak but did find a pipe
coming off her hot water tank that had a valve on it and the plumber thinks this is where water could
have possibly been running.  She said they have no reason to go into the basement and turn on a valve
for any reasons, so she does not feel she needs to be held responsible for this high bill.
 
4/24/23 – I scheduled another meter reading; reading was good and no movement at that time, I also
asked for a meter profile on 5/2/23 to see exactly the time the water went through the meter, this is
attached.
 
5/23/23 – I sent her the results of the meter profile.
 
Meter Profile- pages 18 thru 20 show the billing dates of 12/14/22 to 3/17/23 and when the high
usage started.  I also wanted to mention that when our serviceman was at the home on 3/21/23 he
installed a new meter, but the high usage continues after that date even on the new meter. 
Unfortunately, their next bill will also be high.
 
Yesterday I told her that if she wanted an in-person test of the meter our meter shop would set that up
with her and her husband, I would send her the form.  She said she had another plumber come out and
they are not finding any leaks and she was going to send me that documentation; however, she
mentioned that if the proof they have acquired was not sufficient then she would go ahead and seek



legal counsel.
 
I explained that filing a complaint with PSC would be the next step for her or I could set up a payment
arrangement but did tell her I would keep her water from being disconnected while in dispute.  If you
need anything further let me know.
 

 

   

      
      

  

  

   

  

   

  

   

 

    

   

   

   

   
     

 

 

 

  

      
   

    

    

    

    





CAUTION: This email originated from outside of the organization. Do not click links or open attachments
unless you recognize the sender and know the content is safe.

This includes automatic payments that are made with a credit or debit card. The same fee will apply to one-time e-check payments
made over the phone and online.
This is a pass-through fee that is charged by and goes directly to Paymentus, NKWD’s third-partyvendor. Visit www.nkywater.org for
additional information and a list of fee-free bill payment options.

 
 
 
 
 
 
 

From: Tutt, Rosemary (PSC) <Rosemary.Tutt@ky.gov> 
Sent: Wednesday, May 31, 2023 11:57 AM
To: Jenny Klute <JKlute@nkywater.org>
Subject: *EXTERNAL* 2023_641.pdf Van Sant
 

 
 



 
 
 
 
 
 
 
 

Exhibit E – Billing Adjustment Calculations 

 

 







 
 
 
 
 
 
 
 

Exhibit F – Transaction History 
  

 

 





 
 
 
 
 
 
 
 

Exhibit G – April 13, 2023 Phone Call 
Recording and Transcript 

 
 
Call includes hold time in recording from 9:30 mark until 14:11 mark.   
 
*Please note that phone call is filed separately and can be found in the electronic file documents for 
Case 2023-00399 at: https://psc.ky.gov/Case/ViewCaseFilings/2023-00399.   
  

 
   



Transcript 

00:00:00 NKWD Customer Service Representative 

Customer service, Shellie, can I help you? 

00:00:02 Ms. Van Sant 

Um, yes, I need to speak to somebody about my bill. 

00:00:05 NKWD Customer Service Representative 

How can I help you, what’s your address? 

00:00:07 Ms. Van Sant 

Um, 3488 Meadowlark Drive. 

00:00:11 NKWD Customer Service Representative 

And what’s the name? 

00:00:13 Ms. Van Sant 

Allison Van Sant or Reiber 

00:00:16 NKWD Customer Service Representative 

All right. Oh, Lord. 

00:00:20 NKWD Customer Service Representative 

Alright, mmm, bear with me just a moment. 

00:00:22 Ms. Van Sant 

Okay 

00:00:27 NKWD Customer Service Representative 

Okay. So, we were out there on 

00:00:28 NKWD Customer Service Representative 

the 21st. 

00:00:29 Ms. Van Sant 

Yep 

00:00:31 NKWD Customer Service Representative 

Um, removed reading, type save, found blank screens, you know meter word, large leak found, 

customer request I leave on. 

00:00:39 NKWD Customer Service Representative 



So what type, do you have underground leak? 

00:00:43 Ms. Van Sant 

Um, I have no idea. We, we. So, I'm, I'm so sorry if, if I am rambling because I, you know as you 

can see, I'm having a mild heart attack at that number. 

00:00:54 Ms. Van Sant 

Um so, the gentleman named Bailey came out and knocked on our door and said, hey, we have a 

reading that you have a leak. It's not on the outside so you need to have somebody come in and 

check inside. We had absolutely no indicators that we had a leak, um um, except, you know, sounds 

in our house. 

00:01:16 Ms. Van Sant 

But we had a plumber come in that day. Um, he, he, turned some sort of knob and, and, and I and, 

and we have no idea if that's what it was. 

00:01:28 NKWD Customer Service Representative 

Okay 

00:01:29 Ms. Van Sant 

Um, but my concern comes in is we previously have paid 2 water bills. One was like 25 and one was 

$63. 

00:01:31 NKWD Customer Service Representative 

Uh, huh 

00:01:38 Ms. Van Sant 

And it definitely shouldn't have taken, you know, we've, we've been here almost a year. It shouldn't 

have taken a year for, for, that to, to, have been 

00:01:49 Ms. Van Sant 

noticed by the water company. 

00:01:50 NKWD Customer Service Representative 

Well, your leak it, it leak started, we bill every three months. Your leak started between 12/14 and 

3/17. So when we came out on 3/17 is where we found the high usage. 

00:02:04 Ms. Van Sant 

Um, what do I do? Because I, I, can't, I can't, I can't pay this. I, we had no idea. 

00:02:08 NKWD Customer Service Representative 

Did they fix a leak? Did the plumber fix the leak? 



00:02:08 Ms. Van Sant 

We had a, 

00:02:12 Ms. Van Sant 

yeah, he, he 

00:02:13 Ms. Van Sant 

pulled a lever and, and, 

00:02:16 Ms. Van Sant 

I guess, he said, he said he, he, 

00:02:18 Ms. Van Sant 

wasn't sure if that was the problem or not. 

00:02:21 NKWD Customer Service Representative 

Pulled a lever? 

00:02:23 Ms. Van Sant 

Yeah, like, like he said that there was, there was water running not leaking, but water running 

through, through an additional pipe that was absolutely not necessary in the house and he just shut 

off the supply from, to that site. 

00:02:36 NKWD Customer Service Representative 

The problem is, where was that water going though? 

00:02:39 Ms. Van Sant 

I, uh, see we 

00:02:40 Ms. Van Sant 

have absolutely no idea because our house has, we just moved in last July and haven't had no water 

problems. 

00:02:52 NKWD Customer Service Representative 

Hmm, is there a, do you have a pool or something like that? 

00:02:53 Ms. Van Sant 

No, ma'am. 

00:02:55 NKWD Customer Service Representative 

That's weird that there, there was something in your house and the water was going to that pipe. 

00:03:04 NKWD Customer Service Representative 



That's weird. I don't see it. 

00:03:06 Ms. Van Sant 

I know and, and you would have, I mean you would think we, if maybe it lead, led to outside that, 

that we would have seen nothing around our house. 

00:03:17 NKWD Customer Service Representative 

That's weird. It just makes you wonder where was it going, you know? 

00:03:22 Ms. Van Sant 

I mean it literally a phantom somewhere. 

00:03:26 NKWD Customer Service Representative 

Yeah, because with that much water, you would think you would see a river somewhere or water 

coming out of your walls. 

00:03:26 Ms. Van Sant 

Um, 

00:03:31 Ms. Van Sant 

something, I mean, nothing, I promise we 

00:03:37 Ms. Van Sant 

nothing in our basement. Nothing. We have a, a septic and not a septic tank. What do you 

00:03:43 NKWD Customer Service Representative 

Okay 

00:03:44 Ms. Van Sant 

call them a sub pump? 

00:03:47 NKWD Customer Service Representative 

It wasn't going through the sump pump and just going down the drain, was it? 

00:03:50 Ms. Van Sant 

No, no running water into the sub pump. 

00:03:54 NKWD Customer Service Representative 

Okay, So what we would need to do next is we're going to have to send someone out again. Are you 

going to be home tomorrow? 

 

00:03:57 Ms. Van Sant 



Yes 

00:04:00 NKWD Customer Service Representative 

Once an amount, let's check for movement again and let's get a reading and see what you've used 

since the last time we were out there at 3/21. 

00:04:08 Ms. Van Sant 

Okay 

00:04:09 Ms. Van Sant 

Because we had somebody, he, we had him come in that day. Um, yeah. So that would be great. 

00:04:31 NKWD Customer Service Representative 

So, you found the valve and turned it off? 

00:04:34 Ms. Van Sant 

Yeah, he, he said so, it's in our basement and he found it. He literally looked around, he said I have 

no idea what, where this is coming from. He said, so trial and error because, you know, he, he said, I 

don't see anything. He said that there was an extra pipe. 

00:04:54 Ms. Van Sant 

Um, that was somehow connected to our water heater and he said that it could have been water for 

absolutely, 

00:05:00 NKWD Customer Service Representative 

Going straight down the drain. 

00:05:03 Ms. Van Sant 

don't like with, with 

00:05:04 Ms. Van Sant 

no purpose, and, and, literally water and concrete maybe. 

00:05:08 NKWD Customer Service Representative 

Water and concrete going down the drain? 

00:05:10 NKWD Customer Service Representative 

Yeah, that's weird. 

00:05:12 Ms. Van Sant 

And no indicator. 

00:05:13 NKWD Customer Service Representative 



I wonder who put that, yeah, I wonder who put that 

00:05:17 NKWD Customer Service Representative 

pipe in like that? You know what I'm saying here? 

00:05:18 Ms. Van Sant 

Well, he, he, literally said he was like, I don't know what the idiots who built this house were 

thinking, but that is he said it was a, it is a completely pointless pipe. 

00:05:32 NKWD Customer Service Representative 

Huh, wow okay. 

00:05:35 NKWD Customer Service Representative 

So, it came from the hot water tank? 

00:05:38 Ms. Van Sant 

Yes, but it wasn't hot, he said, he doesn't think it was hot water. Whatever cold water he said, and he 

said all hearsay because he wasn't really sure, but he thinks that whatever cold water was feeding into 

the hot water heater to be warmed up, 

00:05:53 Ms. Van Sant 

he said that he thinks a portion of that was always going into this other pipe. 

00:06:01 NKWD Customer Service Representative 

And this is uh, you had a master plumber come out from a company? 

00:06:06 Ms. Van Sant 

Yes, yes ma'am. And I, I, can get his information. 

00:06:09 NKWD Customer Service Representative 

Yeah, that's weird though. Okay, I see. Let me check for a moment. 

00:06:41 NKWD Customer Service Representative 

Okay, what is tomorrow? It’s the 14th, alrighty. 

00:06:46 NKWD Customer Service Representative 

Let me make sure I got a good phone number on the account, so I have a 513-382-8469. 

00:06:52 Ms. Van Sant 

That is my husband. Could I give you mine? 

00:06:54 NKWD Customer Service Representative 

816-0689. 



00:06:57 Ms. Van Sant 

Yes, ma'am. 

00:06:57 NKWD Customer Service Representative 

Okay, alright, we got that already on the account. Alright, let's see here. 

00:07:03 NKWD Customer Service Representative 

You know, that's really weird because 

00:07:06 NKWD Customer Service Representative 

you didn't have the usage like that, well, your first bill was only for 44 days out of a 90-day cycle. 

00:07:10 NKWD Customer Service Representative 

The second bill was of course, the 90-day cycle billing, and then of course this bill was 90-day cycle 

billing as well. But gosh, that's crazy. 

00:07:21 Ms. Van Sant 

Right. And, and don't you think, 

00:07:22 NKWD Customer Service Representative 

And he didn't find anything underground? Nothing? 

00:07:25 Ms. Van Sant 

No ma’am, nothing. Um, and, and the point and, and, just the point you know I would, I was 

thinking about logically is you know we, my husband and I are not do-it-yourselfers, we do not 

touch things because we don't know anything about them. So, we haven't touched any, you know 

this lever that he pulled to close the pipe. 

00:07:46 Ms. Van Sant 

We've never touched it. We would have no reason to. 

00:07:47 NKWD Customer Service Representative 

Uh, right. 

00:07:50 Ms. Van Sant 

So, my thought is, is 

00:07:53 Ms. Van Sant 

it had to have been going on longer, you know it doesn’t just start out of nowhere. 

00:07:59 NKWD Customer Service Representative 

Right. 



00:08:02 NKWD Customer Service Representative 

Uh, now I know back in 2021 

00:08:05 NKWD Customer Service Representative 

there was a leak here. It says customer can hear hissing sound, noise outside of the basement walls. 

00:08:14 NKWD Customer Service Representative 

The customer had an outside leak, says that was in 20/21. It was a previous customer. 

00:08:21 Ms. Van Sant 

Uh, yeah, they said that they, 

00:08:23 Ms. Van Sant 

Well, I'm sorry. I didn't mean to interrupt. 

00:08:24 NKWD Customer Service Representative 

Oh no, you're fine, hun. 

00:08:26 Ms. Van Sant 

Um, they, they, said that they did have a leak, um but they got it fixed and they got a new and it, it, 

came from like an issue with their um sub pump. So, they completely replaced the sub pump. 

00:08:39 NKWD Customer Service Representative 

So weird, what? 

00:08:41 NKWD Customer Service Representative 

I have never, I have to go home and ask my husband about this 

00:08:44 NKWD Customer Service Representative 

because my husband's a plumber, too. 

00:08:45 NKWD Customer Service Representative 

I have to go home and ask him about this. 

00:08:48 NKWD Customer Service Representative 

And I'm like have 

00:08:48 NKWD Customer Service Representative 

you ever heard, see what he would... 

00:08:50 Ms. Van Sant 



I, I, feel like I'm going crazy. I saw my, my, my bill comes through my, my, e-mail and I, I, almost 

had a heart attack. I, 

00:08:54 NKWD Customer Service Representative 

Right. 

00:08:57 Ms. Van Sant 

was like, 

00:08:58 NKWD Customer Service Representative 

Oh, I would have done, I would have too, yes. 

00:09:00 NKWD Customer Service Representative 

Alright, back to the active account. 

00:09:07 NKWD Customer Service Representative 

I mean, you got hot water and regular water now. 

00:09:09 NKWD Customer Service Representative 

And okay, right? 

00:09:11 Ms. Van Sant 

Yes, ma'am. Nothing has changed since we moved in. 

00:09:14 NKWD Customer Service Representative 

Okay, alright, so, let me place you on hold. I'm probably going to have to get a,  

00:09:20 NKWD Customer Service Representative 

approval for something, I'm going to put you on an arrangement but I might have to talk to a 

supervisor. Can you hold on just a second? 

00:09:26 Ms. Van Sant 

Yeah, absolutely. Thank you. 

00:14:12 NKWD Customer Service Representative 

Alright, you still there? 

00:14:13 Ms. Van Sant 

Yes, ma’am. 

00:14:14 NKWD Customer Service Representative 

Do you know how much you'll be able to put down on this and we can get, we give you, you know, 

a payment arrangement on them, give you possibly up to two years to pay it. 



00:14:25 Ms. Van Sant 

I'm. I'm so sorry. I, I, don't think I should be, I mean, we, we, didn't, we didn't know, I, I… 

00:14:32 NKWD Customer Service Representative 

Yeah. And we wouldn't have known until we come to read it and that's when we found out and they 

did send out a letter on the 23rd about it that, hey, something's going on here to you. And then we 

went out on the 21st and checked after we read it to see what was going on ourselves. 

00:14:47 NKWD Customer Service Representative 

So, umm and it just says here its customer requested. I can leave it on, that was on 

00:14:50 NKWD Customer Service Representative 

the 21st 

00:14:51 NKWD Customer Service Representative 

of March. So, and we just read it on the 17th ourselves. So, we wouldn’t have known until we come 

out to read it. 

00:14:53 Ms. Van Sant 

Yeah. I mean, I'm sitting here. 

00:14:59 Ms. Van Sant 

I'm gonna, I'm gonna, have to talk to somebody because I, I, can't, I can't pay that. I don't, I, to be 

very frank, I don't feel like I should be, uh, we had no idea, and I don't think we should be held 

responsible for that. 

00:15:12 NKWD Customer Service Representative 

Well, the only problem 

00:15:13 NKWD Customer Service Representative 

is it runs through your meter and the accounts in your 

00:15:15 NKWD Customer Service Representative 

name, I mean 

00:15:16 NKWD Customer Service Representative 

we wouldn't have known you had, you know what was going on here. We don't know until we go 

out to read it because we read every three months, but unfortunately, it's the responsibility of the 

customer if you've got an account in your name. 

00:15:26 NKWD Customer Service Representative 

That water runs through that meter registers and that meter sits outside of the street. 



00:15:32 Ms. Van Sant 

Then I need to, I need to speak with someone who, who, can, who might be able to help me. 

Because I, I, I can't, um and, and I, and 

00:15:42 Ms. Van Sant 

I'll, I'll, I'll, I'll, 

00:15:43 Ms. Van Sant 

find it if I have to. 

00:15:45 NKWD Customer Service Representative 

Okay. Well, I can let you speak to our supervisor, but she won't be back until Monday and the team 

lead’s not going to be able to do any other difference than 

00:15:54 NKWD Customer Service Representative 

I can and, 

00:15:56 Ms. Van Sant 

Then yeah, I’d like the supervisor. 

00:15:56 NKWD Customer Service Representative 

So, I'll put you in her voicemail, but she might not get a hold of 

00:15:59 NKWD Customer Service Representative 

them until Monday.  

00:15:61 Ms. Van Sant 

Okay, thank you. 

 




