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* Kent County Water Authority is a
regional authority that services
approximately 27,500 customers
and 90,000 people within eight
communities.

* The services are separated into
eight pressure zones based on
elevation.

* There are 40 pieces of infrastructure
utilized to maintain flow and
pressure throughout the system




Number of active customers




e Customers are billed in three
billing cycles A, B, and C,
respectively

* The map on the right shows the
geographical area for each cycle.

* This map is available at our
website
https://kentcountywater.org/active
programs.aspx and depicts the
number of new meters installed to
date

* The program started in June of
2019 and The total number of
meters installed as of January 21,
2021 1S 14,733.



https://kentcountywater.org/activeprograms.aspx

Summer Billing Investigation Statistics

KCWA Summer Billing Investigation Statistics as of January 21, 2021:

SEPTEMBER 2020 BILLING CYCLE (CYCLE A - WARWICK/EAST GREENWICH) - USAGE PERIOD (¥z May-June-July-z Aug)
The total number of bills sent for the September 2020 Warwick/East Greenwich Billing Cycle (Cycle A)
These bills are received by customers in early October for water used (Y:May -June-July-*zAuqg)

Number of billing inquiries/disputes received from September billing

IOCTOBER BILLING CYCLE (CYCLE B- COVENTRY) - USAGE PERIOD (%% June-July-Aug-}z Sept)’
The total number of bills sent for the October 2020 Coventry Billing Cycle (Cycle B)
These bills are received by customers in early November for water used (*2June-July-Aug-¥zSept):

Number of billing inquiries/disputes received from October billing™

NOVEMBER BILLING CYCLE (CYCLE C -WEST WARWICK) - USAGE PERIOD (%= July-Aug-5ept-z Oct)
The total number of bills sent for the November 2020 West Warwick Billing Cycle (Cycle C)
These bills are received by customers in early December for water used (3zJuly-Aug-Sept-+:=0ct)

Number of billing inquiries/disputes received from November billing

TOTAL KCWA BILLS SENT INCLUDING SUMMER 2020 USAGE

" It takes 2-3 weeks to read meters and up to an additional 2 weeks to check and process the bills

"All cycle B complaints were received after Nov 5, 2020 Facebook posts with several hundred comments on Coventry, Rl Biggest Town in the Smallest State, four
IChannel 10 prime time reports, two Channel 12 prime time reports, one Channel 6 report, four discussions on Gene Valicenti Radio Show on WPRO, and a half dozen
articles written in various local new papers and digital media




Summer Billing Investigation Statistics

Total number of investigations requested to KCWA as of January 21, 2021

Total number of investigations completed by KCWA as of January 21, 2021

Total number investigated cases of extreme usage = 200% relative to past summers:

Total number of investigated cases of moderate usage >100% < 200% relative to past summers:

Total number of investigated cases of reasonable increased usage = 100% > 0% relative to past summers:

Total number of investigated cases of reduced usage = o’ relative to past summers:

0.008 GPM
Total number of completed investigations where the bill was determined correct: 530

Total number of completed investigations where the bill was incorrect®:

Total number KCWA investigations that are in process as of 1-21-21:

Total number investigations that have not been started as of 1-21-21;

Percentage of investigated bills found in error to date relative to the whole?:

Percentage of investigated bills found in error to date3:

KCWA hours spent on special investigations to date4

1 Manual reading entry errors into billing system by KCWA. Three bills in error were underbilled, not overbilled.
2 This statistic was calculated by taking 17 errors divided by the 27345 bills sent.

3 This statistic was calculated by taking 17 errors divided by the 539 complaints received. There were over 1000 inquiries resolved over the phone not included in this
statistic

4 Hours calculated using an average time of 45 minutes per investigation to complete the 8 steps.




8 step investigation process

*1. Coverletter

* 2. Investigation form

* 3. Understanding your bill

* 4. Consumption history tabular

* 5. Consumption history graph

* 6. Old meter—new meter

* 7. Meterslip (slip generated hand-written and application)
* 8. Datalog graph (only available on new meters)



Map showing results

Investigation Results
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https://kcwa.maps.arcgis.com/apps/opsdashboard/index.html#/ab7ef8e45bb54157858cead8f3d26fd6

Example Map
Showing
Delivered
Reports

* http://kcwagis.com/inve
s_reports/105183 Reda
cted FINAL.pdf



http://kcwagis.com/inves_reports/105183_Redacted_FINAL.pdf
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.
These new meters store go days of historical usage

information. They check for usage every 15 minutes,
for a grand total of g6 observations, per day.

E-Ceder RI00i Data Logging Repert
MIL# 1563468592 lor 09/14/2020 - 12/01/2020 - 5/8°- 1* T-10, CUBICFEET

If there is an elevated usage detected then the
meter generates a "flag". There are two major flags -
intermittent and/or continuous use, respectively.

150

Continuous - When usage is identified for all g6
measurements in a day. This usually indicates a
problem such as a leak in your home.
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Intermittent / Continuous - When usage registers in
more than 5o of the 96 daily periods (roughly 50%).
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Production Statistics Comparing 2019 to 2020

COVID-19 Impact Model

Kent County Water Authority Submission for PUC Docket 5026

Water Produced [MG)

June= Juby September MNowember

Februgiry March
M Prior Year Current Year

Mon-Residential Demand (Kgal) Wholesale Demand (Egal)

Residential Demand (Kgal)

rem baly Auguw  Csptmmber Ockober

Febroary  Marck Azpurt September Criober Hovembsr Decemier Fabrusry  ach duby Augest Ssptemier Ocicher Mowsmbsr Decembsr & i pidry
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Demand [Prior / 1 February March April Ty June Juby August Dcraber Mowemibear
Residentizl Demand [Ezal) 111 010 173 525 - 144 530 173,601 131199
Nor-Residentizl Demand (Kgal) 24 852 42 417 33,249 J 45,562 32 261
‘Wholeszle Demand (Egal) 30,444 - -
Total Demand (Kzal] 208,623 y g 223 163 163 450
- J -1 10.1% 5 31BN

Totzl Demand % Change
Page 10f3

KCWA production statistics comparing May through Oct for years 2019 and 2020:

Total production into system May through Oct 2020 in gallons

Total production into system May through Oct 2019 in gallons

Total productioninc from 2019 to 2020 May through Oct in gallons:




Other water systems reporting record

consumption this year

» Warwick Water (As of Friday Jan 22, 2021 they are handling 475 high use
/billing complaints) Warwick Water Services about 27,000 customers and
uses the same Neptune meters as KCWA and is on quarterly billing.

* Providence Water, which services 60% of the state, had some of the
highest consumption amounts in their recorded history. Providence Water
is on monthly billing.

 Pawtucket Water
e Portsmouth
* Bristol County Water Authority



FAQS

Q: What is causing the rate hike at KCWA?

A: The bills generated are based on usage. If a customer uses more water it costs more.
There was arate reduction of 15% in September of 2020.

Q: Why does this appear to be only happening at KCWA?

A: Actually, itis not only at KCWA. Warwick Water that also bills quarterly is experiencing
the same complaints and saw the same production and usage increases as KCWA. Warwick
Water has found in all cases investigated to date the same reasons noticed by KCWA.

1. Record use forirrigation and recreation

2. EIevateld use from people at home due to Covid and from extra consumptionin
general.

3. A handful of leaks.

All systems saw this increase in usage and the main difference is that most systems are on
monthly billing. A quarterly bill does not allow leakage issues and high use to be noticed by
customers until 3-4 months later after a problem or pattern has started.



FAQS

Q: How is my bill soo+% higher than last quarter?

A: Most customers that KCWA spoke to, and what was repeatedly reported on
the news, were comparisons between the Spring quarter and not the prior
Summer quarter where customers typically show the same or elevated usage
based on the climactic conditions .

142 customers that filed complaints used an equivalent amount of water ,or
less, than past summers.

313 customers that filed complaints used moderate increases relative to past
years and is alignment with use based on the severe drought conditions
experienced this past year.



WISEE

* The meter being installed are the same mechanical meters
that are being removed due to age and technological
limitations. The new meters store go days of use information
and can transmit the information over the air.

* A mechanical meter with does not move unless water goes
through it.

* Mechanical meters do not speed up with time. They either _
stop working or slow down. | e

* All new meters are certified factory tested to AWWA
standards before they are installed. Each new meter has a test
results tag attached. KCWA requested the manufacturer to
release the testing information for every new meter installed
in the KCWA system. KCWA will publish these results.




O Meter Accuracy Test

How to easily determine the accuracy of your meter

A simple test to check your meter for accuracy is with a five-gallon bucket. First, make sure no
water is running and take an initial meter reading, as discussed above. Second. fill up the five-
gallon bucket in your tub or anywhere that can accommodate the height of the bucket. Lastly,
take a final reading from the meter and subtract it from the initial reading. Five gallons of water

should equal 0.66 cubic feet.

Please note that a five-gallon bucket holds a little more than 5 gallons.

If you want to get a little more precision, you can mark out exactly five gallons in your bucket

using a measuring cup. (16 cups = 1 Gallon)

y 5 gallons is to use a bathroom scale.
1 gallon = 8.34 pounds, 5 gallons = 41.7 pounds plus the weight of the empty bucket so weight the
bucket first then add 41.71lbs to that value,

How to read your meter and check for leaks:
https://kentcountywater.org/water-meter-reading.aspx



https://kentcountywater.org/water-meter-reading.aspx
https://kentcountywater.org/water-meter-reading.aspx

Il Date 12/15/20

Service Location 123 WEST ST
WEST WARWICK R1 02893
107844

01/15/202

Kent County Water Authority
1072 Main Street

PO BOX 192

WEST WARWICK, RI 028930192
PHOMNE NUMBER: 401-821-9300

Account Number
Payment Due Date

OFFICE HOURS Mon-Fri BAM-2PM

0000012140 000000107844 6

SAM SAMPLE
123 WEST ST
§ WEST WARWICK RI 02893-5730

R U (L O L PO BT TR T TR LT T

Fiasna raturn top porton tha pege, wiin bottom and folowing pege for your record.

123 WEST 5T.
WEST WARWICK RI 02893

123 WEST 5T.
WEST WARWICK RI 02893
Service
Account Number: 107844
Service Type: Residential
Water Rate: 55.235/HCF
Meter 1D: RF number here
Meter Size: 5/8x3/4

Kent County Water Authority
1072 Main Street
PO BOX 192
WEST WARWICK, Rl 02893-0192
Business Hours Mon-Fri 8:00 AM -4:00 PM
PHONE NUMBER: 401-821-9300
EMERGENCIES DIAL £01-821-9300

@ customerservice@hentcountywater org

e www_kentcountywater org

IMPORTANT MESSAGES

Irrigation and/or recreational water use
will increase your average daily use
Small usage amounts add up quickly.

Water Fact:
Did you know that flow of 0.1 gallon per

minute equals 144 gallons per day!

A\ Mo Usage Alerts During this Period
of how

an sbnormal
s on slert sbove.

Your water meter stores 90
[ dats, if meter dis
uze it will di

See page 2 for details

CID for Onli

WATER BILL

Amount enclosed $

Kent County Water Authority
PO Box 9301
Providence Rl 02940-4001

U TUTRE TR S CLRURT BRI 1 R U RS L R

Bill Summary (Bill Details on Reverse Side)

Bill Date
Usage Period
Current Consumption (HCF)

Previous Bill
Payment Received
Balance

Current Charges *
Consumption Charge (New Meter)
Consumption Charge (Old Meter)
Water Protection Charge

Service Charge(s)

Total Current Charges
Total Due

*See reverse side for a detailed breakdown of charges
1 HCF = 100 cubic feet = 1 Billing Unit = 748 gallons

Your Water Usage History (HCF)
Average (detailed tabular breakdown on page 2 )
Daily Use for

this period 4923

ending  [GALS PE!
10/26/20 Y

The recommended use is 65
gallons per perzon per day.
Divide the number above by
the number of people in your
houzehold to determine your
daily, per perzon uzage.
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TOTAL AMOUNT DUE $121.40

redit card, go i of enll 14014119300

12/15/2020
8/11/2020 - 10/26/20 (76 days)
19.49

$211.98
-$211.98
$0.00

52848

$73.29
$4.27

$15.10

$121.40
$121.40

71290201 6 (I
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METER READING INFORMATION

Was Your Meter Cane Out During This Billing Cycle?

UNDERSTANDING YOUR BILL

Bill Date
Usage Period

Current Consumption [HCF)

AUTO BILL
PAY IS

12/15/2020
8/11/2020 - 10/26/20 (76 days)
15.49

Save time and money. Enroll in Auto
Pay, and your bill will be paid on
time, every time, directly from your
bank account on the due date. No
stamps required! Contact us at 401-
821-9300 M-F 8AM-4PM for details
on how to sign up.

YES (your bill is calculsted from usage on old and new meters)

Previous Meter

Usage HCF) Dete

Reading (Cu Ft)

9/23/2020

Deate

Reading (Cu Ft)

= Feet = 1 Billing Unﬁ?L Gallons

ing Unit- One billing unit equal: one hundred cubic feet (HCF).

Usage Perigd: The total number of days of water consumptio
Sonzumetion/Usags: The total volume of water used in the usage period. This amount

age between meter readings

presented in

unitz of hundred cubic feet (HCF) and iz calculated by subtracting difference between previous and

current meter readings in cubic feet /100

Lonsumption Charge. Charge based on the amount of water used multiplied by the rate per HCF. The

current water rat

Meter Reading Estimated [E] : Means KCWA was unable to obtain a meter reading at your location

Estimates are based on your historical use patter

s and applied az an estimate. There may be zeveral

s occurred. Please contact our office 3t 401-821-9300 zo we can schedule an
appointment to repair or replace your water meter to avoid future estimated readings.

s | oo

TOTAL USAGE 19.49 [HCF)
RATE: $5.235/HCF
USAGE CHARGES: $102.03

10/28/2020
8/11/2020
sfa/z020
1/28/2020
10/24/2019
7/28/2009
4/24/2019
yazjams
10/23/2018

Service Charges - A flat or fixed charge payable whether water is used or not, bazed on meter size. Covers
fived costs aszocated with capital and operation & maintenance costs of meters and services along with
with g and collection
Water Quality Protection Charge (WOPC) $ 0.219 per hundred cubic feet Under State Law § 46-15.3-5, the
water quality protection charge iz a state charge thatis required to be billed and collected by KCWA for the
purpozes of protecting the quality and Safety of the public water zupply. Wﬂﬂm' Protection Charge
LExcmation If you are a customer 65 years or older and own a single-family home, you are eligible for an
exemption from this charge. In order to file for an exemption, you must fill out an exemption form with

B/14/2018
42328
1/29/2018
/a7
722007
s/1/2017
1/25/2017

this office. You must provide identification or a birth certificate.

BILLING INQUIRIES: PLEASE CONTACT OUR
CUSTOMER SERVICE OFFICE AT (401) 821-9300. IF
YOU STILL BELIEVE YOUR BILL IS INCORRECT AFTER
TALKING TO OUR SERVICE REPRESENTATIVE, YOU
MAY SUBMIT THE MATTER FOR RESOLUTION TO
THE DIVISION OF PUBLIC UTILITIES & CARRIERS
LOCATED AT 89 JEFFERSON BLVD., WARWICK. RI,
TELEPHONE NO. 780-9700.

PAYMENT PLANS: PAYMENT PLANS ARE
AVAILABLE TO OUR RESIDENTIAL CUSTOMERS IF
NEEDED. PLEASE CALL OUR CUSTOMER SERVICE
DEPARTMENT TO INQUIRE ABOUT AVAILABILITY.

PAYMENT: THIS IS DUE AND PAYABLE WITHIN 30 DAYS
OF BILLING DATE. ANY BILL OR PORTION THEREOF
UNPAID AFTER 30 DAYS IS SUBJECT TO INTEREST AT A
RATE OF | %% PER MONTH OF THE UNPAID BALANCE. IF
WE TERMINATE SERVICE, THERE WILL BE A 555.00 SHUT
OFF CHARGE AND A 545,00 REACTIVATION CHARGE.

BEDIT CARDS OR ACH. TO PAY ONLINE BY ACH OR
CREDIT CARD GO TO 0
AND CLICK “PAY YOUR BILL
CONVIENIENCE FEES

THERE ARE NO

BYTELEPHONE: CALLTO PAY OVER PHONE V1A A SECURE
LINE

-
(1]

11/18/2016
728/ 2016
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Comtimesun Usage b defined for s comtimuoun fow =001 cubi
ot fow @l 38 rrmasurwrment peoiods in 8 ghemn diy dorng ot eat
ERT T ep——

Muor Raverse Pow o defined for s revenie flow =001 cublc
ot for arry rassuressest paricd in @ gheee dey dusing of et
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WATER QUALITY REPORT

The 2019 Water Quality Report in now svailable online st-
nttps//kentcountywater org/water-guality-reports azpx
To receive 8 printed copy, please call 401-821-3300




Clerical Errors from manual processes

* There were 17 clerical errors noted during the investigation.

* Most were small amounts of usage because it was the
transposing of the last couple numbers on the manual entry
of final reads.

* Large discrepancies from manual entries typically result in
large bills on larger meters >1 inch. KCWA creates an
exceEtion report that we manually check outliers. KCWA
checks these outliers prior to sending out bills and this
process typically takes a week, or two.

The exception report checks for:
* high consumption > 8000 cu ft
* # of dials on the register

* Multiplier

* Zero use

* No read




Clerical Errors from manual processes

* As aresult of the clerical errors found during the
investigation, KCWA performed a randomized audit of 5oo
accounts and found 6 more clerical errors. Albeit
extremely small, 1-10 cu ft ,which amounts to less than a
dollar, but errors none-the-less.

* As a result of the random test, KCWA will check the
remaining 13,000 accounts for clerical errors. It is our goal
to complete these checks by the end of February.

» Additional QA/QC: All customer service representatives
now checking the final reading in three places before
entering the value into the system. The photo of the meter g
with the final read when it was removed, the handheld
application software entry collected by the meter
installation company, and the hand-written paperwork
provided.




Conclusion

127 customers that were not satisfied with KCWA's filed for a deeper investigation with
DPUC. Many customers went direct to the DPUC or their legislators.

There were no sgstemic billing or meter issues found in the meter readings, old and
new, or the old billing software. All customers were satisfied with the findings or did
not respond to the investigation results. Customers that were still concerned, KCWA
set up site visits to try and help customers determine the issue. Customers that still did
not agree went to the DPUC. KCWA urges any customer that did not receive a response,
to please contact us as soon as possible to determine the cause and get the account
investigated.

The antiquated ( 30 year old) Customer Information System and Utility Billing software
is in the process of being replaced to better serve our customers. This will prevent the
manual entry of information and the manual review of thousands accounts each month.

The new bills will arm the customers with every piece of information available to
understand their bill and any problems that may have occurred.

KCWA is filing with the PUC to move to monthly billing as soon as possible. This
requires the new meters to be installed to allow rapid remote reading. There is one
cycle, Cycle B Coventry, ready for deployment slated for this summer if approved. The
others cycles will follow in the following months.
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