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Comments 
• We have lived at this address since our house was built in 1989. The meter reading for the 20-hour period in 

question is extremely excessive. KAWC admits that they do not have an explanation for the cause, but there 
was a significant event during this period. 

• What could explain that for 34 years, our consumption has remained consistent before and after the period 
in question and has resumed at the same rate for two months since. 

• Research of both the news media and social media indicates that there was some type of incident with some 
equipment at KAWC in December 2022 and according to the technician at our house today, there are still 
over 300 unreso ved cases as a result. 

• We have spent considerable personal time and resources to determine that we do not have a leak on our 

property. 
• KAWC insists that because their tests indicate the meter was working properly, they are not responsible 

for the unexplained, excessive amount of water supposedly consumed during the 20 hour period in question. 

Yet, they are aware of a significant event that occurred in December 2022 that adversely affected lO00's 
of customers. 

Unanswered Question 
• How could we have possibly consumed nearly 3,000 gallons of water in just 20 hours? And yet our consumption 

rate is currently near 75 gallons per day or 2500 per billing period. After the 20 hour period in question passed, 

our consumption rate returned to what has been normal for 34 years. Don't you think we would know if we used 

that much water in such a short period of time? 



https://nextdoor.com/p/-kpzJ OCMx7N?utm source=share&extras=NOE2NDkxMw%3D%3D 

Re: Billing Period 12/28/2022 - 1/30/2023 Kentucky American Water February 2, 2023 • 
Received monthly email advising that my new statement is available for viewing. • 
Statement showed consumption of 6732 gallons. more than 3 times the amount used during 
the same period one year prior. • Inspected all sources of water usage in the house, all 
faucets, sinks, toilets, dishwasher, washing machine, hot water heater and surveyed the 
yard above outside water pipes. • Called KAWC to request assistance. 1st available 
inspection appointment set for 2/17/23. February 17, 2023 • KAWC representative came out 
to read our meter. He did not call in advance. I only knew he was here because I looked out 
our side window. He told me that the meter appears to be functioning property and offered 
that he would request a data log for the period in question. I was told to expect to hear from 
someone locally within 72 business hours. February 24, 2023 • When I still had not heard 
from my data log request, I called what I thought was the local Lexington, KY office at (859) 
269-2386 but was connected to a customer service call center in North Carolina. The folks 
in this office can quote company policy and procedure, but are not equipped or authorized 
to give customer service. I insisted that I wanted to speak with someone in the Lexington. 
KY office to no avail. March 1 ,  2023 • I wrote and mailed a letter to the Lexington, KY office 
of KAWC detailing my frustrating experience thus far. • At this point, I am simply trying to be 
able to discuss this matter with someone in our local office who is likely to be familiar with 
the local environment and proceedings. • I received a phone call from Erica Schreffler in the 
Customer Advocacy department in the Lexington, KY office. She assured me that she 
would forward me a copy of the data log for a 90 day period ending at the end of the billing 
period in question. March 7, 2023 • I received an email from Customer Advocate Erica 
Schreffler with an attachment showing the data log dated from 9/1 3/2022 - 3/3/2023. The 
print out is 170 pages and not in a format that shows the actual consumption amounts. 
Erica resent an attachment showing the consumption amounts. The data log shows a major 
spike in our consumption during a 20-hour period from 14:47 on 1/18/23 until 1 0:47 on 
1 /1 9/23 showing a consumption of 2,940 gallons. March 10  - 16, 2023 • Several emails with 
Erica. She has stated several times that KAWC is not able to determine where the water 
goes after it passes through the meter, but apparently there was a significant event on 
1/19/2023. I agreed to schedule a meter replacement and testing on March 20, 2023. March 
20, 2023 • Technician Richard Young arrived and replaced the meter. March 21,  2023 • 
Received email from Erica stating that our meter passed the bench test which means it was 
functioning correctly. Comments • We have lived at this address since our house was built 
in 1989. The meter reading for the 20-hour period in question is extremely excessive. 
KAWC admits that they do not have an explanation for the cause. but there was a 
sign ficant event during this period. • What could explain that for 34 years. our consumption 
has remained consistent before and after the period in question and has resumed at the 
same rate for two months since. • Research of both the news media and social media 
indicates that there was some type of incident with some equipment at KAWC in December 
2022 and according to the technician at our house today, there are still over 300 unresolved 
cases as a result. • We have__spent considerable personal time and resources to determine 

that we do not have a leak on our property. • KAWC insists that beca use their tests indicate 
the meter was working properly, they are not responsible for the unexplained, excessive 
amount of water supposedly consumed during the 20 hour period in question. Yet, they are 
aware of a significant event that occurred in December 2022 that adversely affected 1000's 
of customers. Unanswered Question • How could we have possibly consumed nearly 3,000 
gallons of water in just 20 hours? And yet our consumption rate is currently near 75 gallons 
per day or 2500 per billing period. After the 20 hour period in question passed, our 
consumption rate returned to what has been normal for 34 years. Don't you think we would 
know if we used that much water in such a short period of time? 








