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PROCEEDI NGS

JUDGE JACOBS: W are now on the record. Good
norning. Today is May 21, 2021. The tine is now 9:17
a.m The M ssouri Public Service Conmm ssion has set
this tinme for an evidentiary hearing in Case No.
WC- 2020- 0407 whi ch concerns M. Claude Scott's conpl ai nt
agai nst M ssouri-Anmerican Water Conpany.

My nane is Jana Jacobs. |'mthe Regul atory
Law Judge assigned to preside over this hearing today.
As you know, the nenbers of the Comm ssion are Chairman
Ryan Silvey, Conm ssioner Scott Rupp, Comm ssioner Mida
Col eman who is present with us this norning,
Comm ssi oner Jason Hol sman and Conmi ssi oner G en
Kol kmeyer who is al so present with us this norning.

| f any other Conm ssioners are on the |ine
that | hadn't noticed, please speak up and | et us know
so we can note that you're here. W wll start with
taking entries of appearance. The first person that |
woul d typically call upon to let us know that they're
present woul d be our conplainant today, M. C aude
Scott. At this point, | do not see that M. Scott has
joined us. | have no indication of any filing that has
been made in this case, and I don't have any ensi l
nessages or anything else. So what we're going to do is

pr oceed.
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So we will note that currently M. Scott is
absent at the beginning of the hearing. Perhaps he wll
appear as we get going. So counsel, you nmay enter your
appear ance today by introducing yourself and identifying
the party that you represent. |f your current contact
information is on the record in this case, you don't
need to restate that here. If you prefer to do things
that way, feel free to do so.

So we'll start with M ssouri-Anerican Water
Conpany?

M5. HERNANDEZ: Mbrning, Judge. This is
Jenni fer Hernandez with the law firm of Brydon,

Swear engen & Engl and, PC representing M ssouri-Anmerican
Wat er Conpany. The court reporter should have ny
current contact information on file.

JUDGE JACOBS: Thank you very nuch.

And for Conm ssion Staff today?

MR. PRING.E: Thank you, Judge. Travis
Pringle with Staff of the M ssouri Public Service
Commi ssioner. My information is also already on file
t hough ny title has changed fromthe beginning of this
conpl ai nt from Legal Counsel to Associ ate Counsel .

JUDGE JACOBS: Thank you very nuch
M. Pringle. | don't knowif someone else tried to

speak up there and | interrupted them | apol ogi ze.
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Ckay. And we can now proceed to just sone
prelimnaries. This hearing is obviously being
conducted by tel ephone and vi deoconference. |If you're
participating by video, please silence your |ine unless
you' re speaking. Any witnesses who will appear by video
today need only be visible by video during their
testi nony. Wtnesses are not expected to remain visible
by video for the duration of the hearing and, in fact,
it's distracting to nme to have a lot of different faces
on the screen. So | request counsel renmin present by
vi deo unl ess you need to shut off your video for privacy
sake. But other than the court reporter, Conmm ssioners
and counsel, unless you're a wi tness giving testinony,
it isn't necessary to turn on your video today.

The other thing I would note about w tnesses
is that I'"'mgoing to ask that all w tnesses remain
present for the duration or at |east available for the
duration of the hearing. GCccasionally we do need to
bring a witness back after they've given their
testimony. So while | will excuse witnesses fromthe
stand so to speak after they've given their testinony, |
woul d request that all parties' w tnesses remain
avail able for the duration, and please et nme know if
you have a witness that this is going to be a problem

for today.
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As | said before, Counsel, I'dlike it if you
could stay on video whenever possible, but | understand
for privacy sake you may, in fact, need to cut your
video at tines, and feel free to do that if you need to.
| just want to rem nd everybody that the chat function
that is available on WebEx is public and it would be
di spl ayed to everyone who is here online. 1[It is not
private and the chat is not part of the official record
of this proceeding.

|"mgoing to plan to take breaks at about
every 90 mnutes. |If for sonme reason you need to take a
break, please speak up and let ne know. GCkay. Let's
tal k about exhibits. Based on the Conm ssion's order
for exchange of exhibits to allow us to conduct a
virtual hearing, Mssouri-Anmerican Water filed copies of
its proposed exhibits in EFIS. M. Scott did not nmake a
filing.

On January 11, the Conpany filed a docunent
that confirnmed delivery of the Conpany's proposed
exhibits to M. Scott's address on January 8. And |
believe that Staff had indicated that Staff's exhibits
woul d be docunents that are already part of the EFIS
file in this case.

W won't have this many exhibits, of course,

but for ease of reference M. Scott's exhibits wll be
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nunbered from1 to 99, Mssouri-Anerican's will start at
100, Staff's will start at 200, and anything the

Comm ssion mght need to offer would start at 300. And
exhibits will be marked and filed in EFIS after the
heari ng.

Does anybody have any questions about exhibits
handling or anything |ike that right now?

MR. PRINGE: Just one note, Judge. 1In the
initial list of issues, exhibits and w tnesses, Staff
only had its initial report on there. At this tine,
we're al so going to enter our supplenental report as
wel | now, but that's also on EFIS.

JUDGE JACOBS: Good. |'m happy to hear that.
Thank you.

Al right. So the other thing that | woul d
note before we proceed is, and | believe everyone
present at this tine is aware of this, but | would nake
this note for M. Scott's benefit. The rates and rules
under which the Conpany provides service are referred to
as tariffs or tariff sheets, and the Conm ssion woul d
propose to take official notice of M ssouri-Anerican
Water's tariffs in effect during the relevant tine
period in this case. Are there any objections to that?

M5. HERNANDEZ: No obj ecti on.

JUDGE JACOBS: M. Pringle, | just read a
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transcript of a hearing that | did where | had a | ot of
affirmative nods but | didn't have a |lot of affirmative
statenments. If you could give ne an affirmative
statenent, that will cone across on the transcript a
little better for ne.

MR. PRING.E: There's no objection, Judge.

JUDGE JACOBS: Thank you very nuch.
appreciate that. Gay. The Comm ssion takes official
noti ce of M ssouri-Anmerican Water Conpany's tariffs in
effect during the relevant tine period in this case.
|"mtaking a look at nmy list of participants here and |
do not see that any additional parties have joined us.

Ckay. The next thing that we would tal k about
woul d be how we're going to proceed here today. The
parties filed a |ist of issues, wtnesses and exhibits,
as M. Pringle has nentioned. M. Scott's case would go
first if M. Scott is, in fact, here and present to
provide his testinony and he had indi cated he woul d be
his only witness. And then followng M. Scott we'll
hear from M ssouri-Anerican Water, and M ssouri-Anerican
has al so indicated one witness and then Staff wll nake
its presentation and plans to present one w tness today.
As everyone present is aware, W tnesses are subject to
cross-exam nation by the other parties and Comm ssioners

may al so ask questions of the wtnesses and | may al so
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have questions on behalf of the Conm ssion. Does
anybody have any questions or any changes that they
wanted to nake in regard to the presentation of
testi nony today?

M5. HERNANDEZ: Judge, just because M. Scott
has failed to appear at least to this point, | would ask
for dismssal of his case under 20 CSR 420-2.116(3)
whi ch allows the Commission to dismss any party froma
case for failure to appear at the evidentiary hearing.

If | could note for the record that this matter was
first scheduled to go to hearing on Novenber 19, 2020,
was continued to January 15, 2021, continued again to
February 19, 2021 and then finally continued again until
today. All continuances were at the request of

M. Scott. M. Scott renewed the sane clains in this
conpl ai nt on June 22, 2020, after his conplaint in

WC- 2020- 0194 was di sni ssed by the Comm ssion on May 21,
2020, for failure to appear at the prehearing conference
and failure to respond to the Comm ssion's order to show
cause. And M ssouri-Anerican requests pernmi ssion to
restart discontinuance of water service procedures
pursuant to 20 CSR 4240-13.050 to discontinue
conpl ai nant's water service for nonpaynent.

JUDGE JACOBS: Thank you very nuch, M.

Her nandez. Your notion to dism ss the case and di sm ss
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M. Scott for failure to appear will be taken up and we
will proceed with the hearing today to take the evidence
the parties have assenbled after all these many nonths
of effort in this case. GCkay?

M5. HERNANDEZ: Ckay.

JUDGE JACOBS: So the next step that we woul d
-- I"'msorry. And M. Pringle, did you have anything
that you wanted to say in response to Ms. Hernandez and
the notion on behal f of the Conpany?

MR. PRINGLE: Sinply that Staff has no
objection to that notion.

JUDGE JACOBS: Thank you. GCkay. So if
M. Scott were present, this would be his opportunity to
make an opening statenent, and M. Scott has not
appeared. So | wll hear from M ssouri-Anerican now.

W will go ahead with the Conpany's opening statenent if
Ms. Hernandez wi shes to nake one.

M5. HERNANDEZ: Judge, given the
circunstances, |I'll waive opening statenent and j ust
present the testinony today.

JUDGE JACOBS: Thank you. And did counsel for
Staff wish to nmake an openi ng statenent?

MR PRINGLE: 1'lIl also waive at this tine,
Judge, and sinply enter our evidence into the record.

JUDGE JACOBS: Gkay. Thank you. Okay. |
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want -- |'mgoing to take one second here just to |et

fol ks know where the process of this case is in case
they wanted to have an opportunity to hear fromthe
Conpany's witness. |If you just give ne a nonent. Thank
you.

Thank you for your patience with that brief
interruption. So what we'll do nowis proceed with --
Because this is when we would have heard from M. Scott,
t he Comm ssion would propose that M. Scott's conpl ai nt
woul d be included on the record as Conm ssion Exhi bit
300. Does anyone have an objection to that?

Ckay. Hearing no objections, Comm ssion
Exhibit 300 will be admtted to the record and that is
t he conplaint and the attached docunents that were filed
on June 22, 2020 in this case.

(COWM SSION' S EXHI BI' T 300 WAS RECEI VED | NTO
EVI DENCE AND MADE A PART OF THI S RECORD.)

JUDGE JACOBS: The next thing that we would do
Is go ahead and hear testinony fromthe Conpany's
wi t ness, Ms. Figueroa.

M5. HERNANDEZ: Judge, may | proceed?

JUDGE JACOBS: Thank you very nuch. | can see
Ms. Figueroa. Ms. Figueroa, would you speak up and make
sure we can hear you?

THE WTNESS: Good norning, Judge. Can you

TI GER COURT REPORTI NG LLC 52
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hear ne okay?

JUDGE JACOBS: W can. Thank you very nuch.
| can swear you in now and then Ms. Hernandez can take
over. |If you would first just spell your nanme for us
and then I'll swear you in.

THE WTNESS: Sure. It's Tracie, T-r-a-c-i-e,
Fi gueroa, F-i-g-u-e-r-o0-a.

JUDGE JACOBS: Thank you very nuch, ma' am

THE W TNESS: You're wel cone.

JUDGE JACOBS: Please raise your right hand if
you' re abl e.

MR. PRINGE: Judge, there was a call-in user.

JUDGE JACOBS: Thank you for pointing that
out. | appreciate that, M. Pringle. Do we have a new
call-in to the neeting this norning to our hearing?

MR, OLI GSCHLAEGER: This nmay be ne, Mark
A igschlaeger with the Staff.

JUDGE JACOBS: Okay. It sure sounds like it's
you. It's definitely you. Al right. Thank you for
i dentifying yourself, sir, and I'm going to apol ogize to
Ms. Figueroa for interrupting her swearing in, and |
al so appreciate the fact that M. Pringle alerted ne to
a newcall-in participant, and I would ask that al
parties do that. It is difficult for me to keep an eye

on that list and also pay attention to the w tnesses.
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Thank you. We will go back over to Ms. Figueroa who |
bel i eve had raised her right hand.

(Wtness sworn.)

JUDGE JACOBS: Thank you very nmuch. Thank
you, Ms. Hernandez. You can proceed.

MR. PRINGE: Sorry, Judge. There was anot her
call-in user.

JUDGE JACOBS: M goodness. W're going to
have fun today, but we did get Ms. Figueroa sworn in.
So we nmade progress. Ckay. There's an additional
person who's called in. |If you've called in, will you
pl ease speak up?

COWMM SSI ONER HOLSMAN:  Commi ssi oner Hol sman.

JUDGE JACOBS: Thank you very nuch. 1It's good
to know when we have Conm ssioners on the line. So |'m
going to nane that |ine so Conm ssioner Hol sman is
identified for us. Thank you, Conm ssioner. W are
getting ready to hear testinony fromMs. Figueroa who is
the Conpany's witness, and | don't see any other call-in
partici pants.

The reason we're being so attentive to new
call-in participants is because we are hoping to see
M. Scott appear today. W' re assumng he will be
dialing in. So once again, M. Hernandez, your wtness.

M5. HERNANDEZ: Thank you, Judge.

TI GER COURT REPORTI NG LLC 54
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TRACI E FI GUERQOA,
call ed on behalf of the Conpany, being sworn, testified
as foll ows:
DI RECT EXAM NATI ON BY Ms. HERNANDEZ:
Q Good norning, Ms. Figueroa. Can you state
your nane again, please, for the record?
A. Sure. Tracie Figueroa.
Q Where are you enpl oyed?
A M ssouri - Aneri can Wat er.
Q And what is your position with
M ssouri - Aneri can Water?
A. ' m a business service specialist.
Q And how many years have you been enployed with
M ssouri - Aneri can Water?
A Wth Mssouri-Anerican, 3 years; but with
Anerican Water, a total of 19 years.
Q And what does your -- What are your duties in
your current position with M ssouri-Anmerican Water?
A | handle all incom ng conplaints whether it's
t hrough the PSC, the Attorney General, Better Business
Bureau. It may be escalations fromour call center or
t hrough entities. Essentially | handl e custoner
conpl aints for M ssouri-Anmerican Water.
THE COURT REPORTER  Excuse ne?
JUDGE JACOBS: | think it's Ms. Figueroa's

TI GER COURT REPORTI NG LLC 55
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audio is cutting out a little bit. | don't know if Ms.
Her nandez can ask that question again to help the court
reporter out. Thank you.
BY M5. HERNANDEZ:

Q Sure. M last question was, are you aware of
M. Scott's conplaint?

A Yes.

Q And do you have avail able to you
M ssouri - Anerican's exhi bit disclosure?

A. Yes, | do.

M5. HERNANDEZ: And Judge, we filed that

exhi bit discl osure as one consecutively nunbered
docunent pages 001 through 147. | don't know if for
ease to citing to that docunent you would like ne to
split it upinto its conponents or just have it as
Exhi bit 100.

JUDGE JACOBS: | actually do have a suggestion

for howto break that up in a way that woul d be hel pful
to the Comm ssion, if you're willing to indulge ne on
that, because it is 147 pages long and it includes a

w de range of docunents. So | would suggest that the
first two pages which relate to neter testing would be
offered as an individual exhibit. And those are pages,
as | said, 1 and 2.

V5. HERNANDEZ: Correct.
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JUDGE JACOBS: Gkay. And that could be the
Conpany's Exhibit 100. And if you want, what I'Il do is
"Il just explain how | would suggest that you break
them up and you can let nme knowif it's a problem and
then we can take care of it altogether. Does that work?

M5. HERNANDEZ: Certainly, Judge.

JUDGE JACOBS: | appreciate your patience with
nme. Al right. Pages 3 through 5 are all related to
neter reads and the reason code keys, and | woul d
suggest that that would be a single exhibit together and
that could be Exhibit 101. And then pages 6 through 8
are an account | edger and then an expl anation apparently
on page 8 of different kind of billing practices or
account | edger practices and that could be 102. And
then the bulk of the exhibit would be pages 9 through
102, and those are billing statenents that go from May
2018 t hrough January 2021. So that woul d be Exhibit
103.

And then the next set is account letters. |t
appears to be a group of letters that were sent on the
account over various periods of tine. Those are pages
103 to 112, and they could be an Exhibit 104.

And then that |eaves us wi th discontinuance
notices that run from 113 to 120 and that coul d be

Exhibit 105. And then the last group of docunents that
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was a distinct group of docunents was from page 121 to
147, and those appear to be the custoner service
notations. So those were the |large groups that | saw
and that could be Exhibit 106. That's pages 121 through
147. And breaking up your large exhibit into those
groups woul d be hel pful for purposes of an order.
M5. HERNANDEZ: Certainly.

BY MS. HERNANDEZ:

Q Then Ms. Figueroa, you had in front of you the

exhi bit disclosure, correct?

A Yes.

Q What is now marked -- sorry to cut over you --
what has now been marked Exhibits 100 t hrough 106?

A Yes.

Q And are those records of M ssouri-Anerican
Wat er Conpany?

A. Yes, they are.

Q And are Exhibits 100 through 106 kept in the
nor mal busi ness of M ssouri-Anerican Water Conpany?

A. Yes, they are.

Q And are those exhibits true and accurate
copies of the records that are kept by M ssouri-Anmerican
Wat er Conpany?

A. Yes, they are.

Q And is information contained in Exhibits 100
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t hrough 106 true and correct, to the best of your
know edge, information and belief?
A. Yes, they are.
M5. HERNANDEZ: | would nove at this tine,
Your Honor, for adm ssion of M ssouri-Anmerican's
Exhi bits 100 t hrough 106.
JUDGE JACOBS: |s there any objection to the
adm ssion of Exhibits 100 through 106 as just described?
MR. PRINGE: No objection from Staff, Judge.
Thank you.
JUDGE JACOBS: Gkay. Those Exhibits 100, 101,
102, 103, 104, 105 and 106 will be admtted to the
record.
(COVPANY' S EXHI BI' TS 100, 101, 102, 103, 104,
105 AND 106 WERE RECEI VED | NTO EVI DENCE AND MADE A PART
OF TH S RECORD.)
BY MS. HERNANDEZ:
Q Ckay. Ms. Figueroa, if you could | ook at
Exhi bit 1007
A Yes.
Q And that is an exhibit of a neter test that
was perforned on M. Scott's neter, correct?
A That is correct.
Q And what were the results of that nmeter test?

A. Wel |, they passed. The neter passed the test
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but for high flowit was 100 percent accuracy, for
medi um fl ow was 101 percent accuracy and for |ow fl ow
was 90 percent accuracy.

Q And is it your understandi ng that the neter
test results nmeet the Comm ssion's accuracy standards?

A Yes.

Q And woul d you agree, in fact, that the neter
neets the Anerican Wat erwor ks Associ ati on accuracy
standards which are stricter than the Conmmi ssion

st andar ds?

A. Yes. Let ne, onthe lowflow |l wll say
though it was -- it may have been slightly out of range.
However, it's lower -- it's slower, not faster. So it's

within the custoner's favor. So we consider that to be
good results.

Q Ckay. And | ooking at Exhibit 101, the neter
readi ng | og?

A Yes.

Q How di d the conpany record the neter readings?

A. From January 22, 2019 until June 16, 2020 and
then continuing on to current it's read through AM, an
AM device which is a type of reading device. It's an
actual reading. Prior to January 22, 2019, so from
March 15, 2018 until October 17, 2018, it was read by --

it would be a touchpad device. So it's still a reading
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device where the field representative or neter reader

woul d use like a wand or a device to pull the reading

off of the touchpad. So it's still considered an actual
r eadi ng.
Q | think that was going to be nmy next question

Are all those neter readings actual readings?

A Yes, they are.

Q And for billing issued to M. Scott for his
wat er usage from April 23, 2018 through Decenber 16,

2020, were those based on actual neter readings?

A. Yes, they were.
Q All right. Let's |ook at Exhibit 102, please.
A Ckay.
Q And what is this exhibit?
A. If |I remenber correctly, it's the account
st at enent .
Q Account | edger?
A. Yes, the account | edger.
Q Let's start on page -- at the bottom center of

t he page there should be a Bates stanp 0067
A Yes.

Q And coul d you explain this docunent and what

it shows?
A. So the account statenent or the | edger woul d
show all of the billing invoice anounts and any paynents
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that were nade by M. Scott.

Q Al right. And -- I'msorry. Go ahead.

A. Ch, no. | was just going to say when a
paynment posts to the account, there's a nmanual posting
which is a soft posting. Then there's the paynent | ot
which is the hard post. Then there's a reversal which
woul d be the reversal of the soft posting. So there's
three transactions that happen when a custoner nekes a
paynent. It nay be -- Sonetines it's a little confusing
to l ook at just because it's like two credits and then a
reversal but the reversal has to do with the soft post.

Q And the expl anation that you just gave about
t he manual posting paynent |ots and reversals, that's on
page 008; is that correct?

A That is correct.

Q When was the [ast paynent M. Scott nade on
hi s account ?

A. | believe it was February. |'ll get that for
you. February 19, 2021

Q Al right. And what is the current bal ance on
M. Scott's account?

A The current bal ance is $331. 70.

Q And but for this conplaint that M. Scott
filed would M. Scott be subject to disconnection of his

wat er service?
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A Yes, he woul d be.

Q And why is that?

A. Because he is past due with the exception of
$17. 17 which is the amount of the bill that just went
out on May 18. $314.53 of his balance is past due and
now subj ect for disconnection.

M5. HERNANDEZ: Thank you. Judge, | think at
this tinme | have no further questions and woul d tender
the witness for cross-exam nation.

JUDGE JACOBS: Thank you very much. |Is there
any cross-exam nation from Staff?

MR. PRINGE: Yes, Judge. Thank you. Good
nor ni ng, Ms. Fi gueroa.

THE W TNESS: Good nor ni ng.

CRCSS- EXAM NATI ON BY MR, PRI NGLE:

Q So just to be clear, has M ssouri-Anmerican
wat er -- Has M ssouri-Anerican Water regul arly esti nated
M. Scott's bills?

A No, we have not.

Q Did Mssouri-American Water ever replace M.
Scott's neter?

Yes, we did on August 26, 2020.
Was that neter tested?
Yes, it was.

VWhat were the results of that test?

O > O »
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A. The results are that it passed. The specific
results, one nonent, | can get those for you. The high
flow was at 100 percent, md flow was at 101, 101
percent, and then |ow fl ow was at 90 percent.

Q And those are all well within standard
r eadi ngs?

A. The low fl ow woul d be nost |ikely outside
because it's slow which would actually be in the
custoner's favor

Q And then al so, Ms. Figueroa, has
M ssouri-Anerican Water ever failed to credit a paynent
fromM. Scott to his account?

A Not that |I'maware of. He did supply records
of his paynments and all of the paynments matched what was
al ready posted to the account.

MR. PRINGE: Thank you, ma'am | have no
further questions.

JUDGE JACOBS: Thank you very much,
M. Pringle. W will now proceed. | don't see that
M. Scott has joined us, although | do see anot her
call-in user. |Is M. Scott on the line at this tinme?
Anyone who's called in, you mght have to press *6 to
speak up, and | see one call-in user who just joined if
you'd like to speak up and identify yourself so we can

make sure it isn't M. Scott. GCkay. W've given
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M. Scott, if he is present we've given you -- Hello.
Is the call-in person able to speak up and identify
t hensel ves? Okay. At this point we would proceed to
guestions from Comm ssioners. |If there are any
guestions from Comm ssioners for Ms. Figueroa, feel free
to speak up and let us know If you have called in and
you' d |like to speak up, you nay need to press *6 in
order to nmake your line live again. Sonme of the call-in
| ines have had to be nuted so that we didn't get
interference wth the audio.
Ckay. Ms. Figueroa, I'mgoing to ask a few

clarifying questions for you this norning.
QUESTI ONS BY JUDGE JACCBS:

Q | was hoping that we could | ook at a statenent
t oget her, and do you by chance have access to the
conplaint that M. Scott filed in this case in June?

A. |"msure | have it sonewhere, Your Honor.

Q | can give you a mnute to look for it.

JUDGE JACOBS: And | have been able to

identify our caller. | apologize for putting our
call-in listeners today on the spot by asking themto
identify thenselves. |It's just that we need to nake

sure that M. Scott has an opportunity to participate
today if he does join us.

THE W TNESS: Your Honor, I'msorry. | can't
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find his original filing. | have his account pulled up
and | can pull any invoice if you have a date.
BY JUDGE JACOBS:

Q Let's ook at the statenents that have been
offered on the record by the conpany.

A. Ckay.

Q And that started at page 9 of the conpany's
| arge exhibit which we then marked as Exhibit 103. So
there are many nonths of statenents there.

A Yes.

Q And it appears that the format of the
conpany's billing statenents had changed during this
time period?

A. Yes, they had.

Q It al so appears that during this tinme period
t he conpany went froma quarterly billing to a nonthly
billing on M. Scott's account; is that right?

A Yes.

Q So | believe M. Scott attached a couple
statenments to his conplaint and we'll find the

correspondi ng statenent in the conpany's exhibit. So
let's ook at the billing statenent that has a billing
date of June 21, 2019. The paynent due date on the very
top which is large is indicated as July 15, 2019, and
the billing date is June 21, 2019. If you |let ne know
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when you find it.

A. June 21, 2019 is the billing date. | have
t hat avail able, that up.

Q Thank you.

A You' re wel cone.

Q So when we ook at a billing statenent on M.
Scott's account, where wll we find the neter readings
reported?

A. It would be there's usually |ike four pages on
abill. It will be page 3 of the 4.

Q Did you locate page 3 of this particular bill?

A Yes.

Q Okay. Can you tell us what that indicates
about the neter reading?

A Sure. So the billing period is My 22, 2019
until June 20, 2019. So the previous readi ng which
woul d have been taken on May 22, 2019 was 425 and it has
an A which neans it's an actual reading and then the
current read which would have been taken on June 20,
2019 is 427 and it also has an A which would indicate an
actual neter reading.

Q Are estimated neter readings indicated on the
conpany's bills?

A. Yes. So instead of an A, it would have an E.

Q Then on the sane page of that bill, could you
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| ook at the account detail and summarize for us what we
see there?

A. Sure. So you have prior billing. So that
woul d be whatever -- that woul d be the past due bal ance.
| f there had been any paynents made fromthe | ast
billing statenent to this one being generated, it would
reflect there. And so it will give you your total
bal ance forward prior to current charges. And then
under service related charges the first section is water
service. So that's going to be the water service charge
which is a fixed charge. The water usage charge which
I s based upon how many gall ons a custoner uses. The
| SRS surcharge is also based on usage. And then it
totals it out so the total of all three of those charges
is $16.45. Pass through charges, there's the water
prem ses fee and then the service |ine protection
charge. The service line protection charge is a pass
t hrough charge for St. Louis County Public Wrks service
line repair program So all custoners within St. Louis
County are billed that and then there's taxes. And so
the total charges for that billing period are $18. 23.
The total bal ance on the account would be $192.67. It
al so I ooks at during this tine M. Scott was on an
installment plan. So the installnment plan anobunt was

$21. That would be in addition to any current charges
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that he had, but it |ooks |like he was al so past due on
his installnment plan. So essentially for himto catch
up on the installnment plan in whatever past due anounts
it would be $132. 02.

Q And installnment plans are used when custoners
have a past due bal ance that they can't pay all at once?

A That is correct.

Q And could you tell us just alittle bit nore
about what that | SRS surcharge is that appears?

A So yes, that would be between rate filings.
I|"mkind of rusty at explaining this. Between rate
filings. So essentially for us to recover costs for
i nfrastructure, not changes, that's not the word that |
want to use, | apologize, the words are failing ne this
nmorni ng, to nmake repairs to and enhancing infrastructure
W thin Mssouri-Anmerican Water. Sorry.

Q That woul d have been a charge that woul d be
aut hori zed by the Conm ssion under the conpany's tariffs
or anot her order?

A | believe it would be another order because
it's separate fromthe tariffs.

Q kay. In any event, it's a charge has that
has to be authorized by the Comm ssion; is that correct?

A That is correct.

Q Okay. Al right. So the next thing | wanted
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to do was | ook at what | was referring to as custoner
service notes, and | don't know if that's accurate. So
you can correct ne if that is not how they should be
characteri zed, but they start at page 121 and they were
mar ked as Exhi bit 106.

A. Yes. Custoner service notes, that's fine.

Q Ckay. And they -- It looks like they start at
t he nost recent notes and go backward in tinme?

A That is correct.

Q Ckay. And there are sone references to
capital | capital Pin the notes. Can you tell us what
that is?

A Sure. It's an abbreviation for an install nent

plan. So the paynent plan that M. Scott was on or
could potentially be on. The CSRs will abbreviate it to
| P.

Q Ckay. So what do your -- the conpany's
records say about when M. Scott asked the conpany to
test his neter?

A. | apol ogi ze, Judge. Just one nonent.

Q That's okay. W're happy to wait for you

A. It's been awhile. If | renenber correctly,
and that's why | want to | ook over just to make sure
that | give you the nost accurate information, | believe

t hat he never had specifically asked for a neter test,
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but | know that we went out and checked his neter.

Q So is that your answer to the question?

A. Yes, | do believe that in the records he did
not specifically ask for a neter test.

Q Ckay. So have you listened to the phone cal
between M. Scott and the conpany's custoner service on
July 30, 20197

A. | probably --

JUDGE JACOBS: | think that your answer was
broken up. So let's start over. Everyone, if you're
not actively participating, your line should be nuted.
So if you're not testifying or speaking to the
Commi ssion, your line should be nuted. And Ms.

Fi gueroa, please continue. You m ght need the question
restated to hel p you.
BY JUDGE JACOBS:

Q | was aski ng about whether you had |istened to
the July 30, 2019 custoner service call between
M. Scott and the conpany that's reflected in these
custoner service notes.

A. | do believe that | listened to it, Judge,
back in January of 2020. Honestly | don't renenber al
the details of that. | would have to refer to what was
witten.

Q Okay. Do you renmenber if he asked for a neter
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test at that tinme or what he was asking for, if
anyt hi ng?

A. No, | don't recall himasking for a specific
meter test but for us to conme check the neter. So when
a custoner asks for us to come check the neter because
they're disputing their bill, they think it's high, we
will go out and we do either a check neter service order
or a high bill leak investigation. Are you able to hear
nme? So a neter test, if a customer requests a neter
test specifically, that's actually not schedul ed by our
custoner service team It is transferred to our
di sputes departnent. So he did not specifically ask for
that, and an order was just schedul ed by the
representative for us to check the neter.

Q Ckay. And could you explain the difference
bet ween checking the neter and testing the neter?

A. Sure. So we go out to check the neter.
Essentially what the FSR is going to |look at, they're
going to, one, verify that the reading is correct or
it"'sinline with what the periodic reading was for the
bill that the custoner is disputing. They are also
going to check to see if the |leak indicator on the
neter, which is usually depending on the neter may be
just a little red triangle that spins if water is being

used. They'll check to nmake sure there's nothing
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out st andi ng, they don't see anything possibly |Iike water
or an active leak. |If the neter is outside, they wll,
you know, | ook at the outside area but they may not
enter the custoner's honme. Wth a neter test, they wl
actually change out the neter. So they'll take the
existing neter out of the ground and install a new neter
and they wll take the nmeter back to the nmeter shop and
performa test on a neter test bench.

Q Ckay. Thank you. Could you take a | ook at
t he custoner service notes for July 30, 2019 that are
part of that Exhibit 106. WII you |et nme know when you
find that?

A Yes. | believe that would be page 138, 137
and 138 maybe into 139.

Q Yes, that sounds correct to ne. So you've
| ocated that?

A Yes.

Q It looks like this is a duplicate entry. Can
you expl ain that?

A. So if you see on page 138, it says BPEM Case
1031391697 of type CSR supervisor call back. So
whenever you create a BPEM case, the systemw ||
automatically pull those notes into we call it an
interaction record. A lot of times the CSRs will just

copy and paste. So it wll look like a duplicate
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record. However, it's really just the sane record.

It's a systemthing. Sonetines they' Il wite different
things in their BPEM case depending so they'll |ook a
little bit different. For tinme nmanagenent, nost of them
j ust copy paste.

Q Ckay. So this entry that starts on page 137
and has a notation of the date July 30, 2019, does that
indicate a single contact with the conpany?

A. Yes. So the next contact would be March 1,
20109.

Q Thank you.

A You' re wel cone.

Q There is sonme duplicate | anguage, as you've
just explained, and on the second |ine of that duplicate
| anguage there's, if you could read that second |ine for
us and then we'll talk about it.

A. Says he requested for sonebody to come out and
check the nmeter. Advised himsoneone cane out on Mrch

7. |Is that what you're referring to, Judge?

Q Yes. So when | | ook back at the custoner
service records, | don't find any notation in regard to
March 7 here. |Is there a reason for that?

A So that would be -- That would be in the
service order, service order notes. Let nme just see

qui ckl 'y who.
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Q So is your answer that any notations about the
3/7 or March 7 event would be in a different set of
records fromthe conpany?

A Yes, that would be under service order
conment s.

Q Ckay. Are you able to tell how whatever that
visit was on March 7 was initiated? |Is that indicated

in these custonmer service notes?

A. | would like to see what representative
scheduled it, and then that will help narrow it down.
So it looks like it was done by -- | lost ny place. |

apol ogi ze. The representative's IDis SLOCKBAM and t hat
was on February 26, 2019.

Q It appears that there's a custonmer service
notation that corresponds to that; isn't that right?

A. Yes. It starts on page 140 and then conti nues
on to 141.

Q So would it be your conclusion that based on
the call on February 26 that the custoner service
representative scheduled the visit to M. Scott's
resi dence on March 7?

A Yes.

Q Are you able to tell what the purpose of the
visit to the property woul d have been on March 7?

A So they schedul ed a check neter service order.
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However, the notes as to why they actually schedul ed
that order -- they stated that they did a bill charge
expl anation, but really nost of their notes what they're
saying is tal king about paynents. So it doesn't say the
speci fics of why. However, the service order notes
state custoner does not believe that he is using this
much water, wants to be sure that his neter is only for
his side of the duplex and functioning correctly.

Q And then on March 7 when soneone fromthe
conpany went to | ook at the neter, can you tell us what
t hat person did?

A So the notes indicate it says FSR, which
stands for field service representative, found no
novenent on the neter and this nmeter shows no novenent
until novenment when unit next door uses water. So that
indicates to nme that they investigated just to nmake sure
that the neters weren't sw tched sonehow by using water.
It could have been the outside spicket he used or if the
person was hone next door had themturn the water on to
make sure. That's not indicated though, how they
I nvestigated it, if it was with the invol venent of the
next door nei ghbor or through an outside spicket.

Q Can we | ook again at the July 30, 2019 note?

A Yes.

Q Ckay. And then could you just go ahead and
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read the second and third |ines because there's a
reference there to novenent.

A. Sure. So it says he requested for sonebody to
come out and check the neter, advised hi msoneone cane
out on March 7 and no novenent was found. He says no
one cane out and they should have left a notice. |
asked himif and then --

Q That's fine. So what do you understand the
reference to no novenent was found? What does that
mean?

A. So there was no novenent on the neter neaning
the |l eak indicator was not noving, the dials at the tine
were not noving. So the leak indicator, if anything, if
water is flowing at all within the property it's going
to spin, it will nove. Depending onif it's -- how fast
it's spinning, the dials on the neter may actually nove
as wel .

Q VWhen this kind of visit is made, should the
custoner expect that the conpany wll schedule that with
themor will the conpany just do it when it's conveni ent
to do so?

A. It depends. Sonetinmes custoners want to be
i nvol ved and want to be there and they will schedule it
with the customer, but usually if they don't want to be

avail able we'll schedule like the first avail abl e
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appointnment and it will be scheduled for a specific day
but it will be an all day tine frane.

Q Ckay. And the neter at the address that we're
di scussing here has, in fact, been renoved by the
conpany and tested, right?

A. That is correct, yes.

Q And that took place on August 26 that the
meter was renoved?

A. | believe so. I|I'msorry. The 25th, August
25, 2020.

Q Ckay. So if we | ook at the exhibit, Exhibit
100 which is page 1 of the Conpany's exhibits, there's
sone docunents there relating to the renoval of the
neter and the test. Could we | ook at those together?
Yes.
Ckay. Let ne know when you're there.

| do have those pulled up, Judge.

o » O >

Thank you. Can you tell us what the top
docunent is?

A So it's the neter card. Wen we renove a
neter, they file a card. And then when it's tested
they'll put notes on there that they are holding it for
a test. And | apologize. It says August 26 on the
card. | looked at the date wong. It is August 26,

Your Honor.
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Q So this would indicate the date that the neter
was renoved fromthe Ceral di ne address?

A. Correct. It also gives the make of the neter
which is Neptune, the size. It's a 5/8 inch neter. And
the neter reading when it was pulled out of the ground
which was 450. At the top it will have the neter nunber
and then the MIU, which the MIU is going to be the
readi ng devi ce.

Q At this point it's an AM device; is that
right?

A. Currently, yes, it is an AM device. It was
an AM device. At that tinme we had already installed
AM at M. Scott's residence back in --

Q " mjust going to ask you to answer ny

guestions because |'mjust going to cover sone things

fairly quickly. 1It's okay to just give ne yes or no if

that answers it. |f additional elaboration is required

to explain, you can go ahead and do that as well. Ckay?
A Sur e.

Q The docunment on the bottom of the page, can
you tell nme what that docunent is?

A. So that's just a witness neter test when a
customer requests to witness the test. It gives the
sane information except it will be signed by who

witnessed it. So the first signature is M. Scott. The
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second is Pete Matschner (phonetic spelling) who is the
superintendent in St. Louis County and then the third is
m ne, Tracie Figueroa.

Q Thank you. This indicates that that test took
pl ace on Septenber 21, 2020; is that right?

A That is correct.

Q Ckay. Thank you. [|I'mjust |ooking at ny
notes to make sure that |'ve covered everything with
you. Thank you for your patience with me. | believe
t he custoner service notes indicate sonme nedical forns
were requested or issued to M. Scott in md August
2019; is that correct?

A Yes.

Q And can you tell us if any nedical forns were
ever returned by M. Scott to the conpany?

A. No, they were not. Typically -- No, they
weren't.

Q And you were tenpted there to el aborate. W
would like to entertain that el aboration. So please
feel free.

A. Sure. Sorry. Typically we will fax them
straight to the doctor's office just so it's easier for
t he custoner and then the doctor's office will fax them
back to Anerican Water. However, we did not receive

anything back from M. Scott or from his physician.
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Q Thank you.

A. You' re wel cone.

Q Ckay. So | was hoping that we could | ocate
the statenent anong these statenents that reflects the
renoval of the neter and the installation of a new neter
at M. Scott's residence. So if the neter was renoved
on August 26, that would be indicated in a statenent;
isn't that right?

A. Yes. That statenent, Judge, it's on page 87,
| believe.

Q And 1've also found it nyself. So do you want
to tell us the billing date on this statenent?

A It is August 19, 2020 to Septenber 17, 2020.

Q That's the service period?

A Yes.

Q Ckay. And then if you would like to explain
on page 3 how the statenment reflects the renoval of the
meter and installation of the new neter?

A. Sure. There's two places at the top of the
page under neter readi ng and usage summary. So you w ||
see the first line will be the old neter and it inforns
us that the neter reading that we obtained is going to
be from August 19, 2020 until August 25, 2020. The read
was 450. So M. Scott did not use any water during that

period of time. And then the new neter is from August
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26, 2020 until Septenber 17, 2020. The previous read it
started at zero because set in the ground at zero. Then
when we obtai ned the readi ng on Septenber 17, the
reading was 9. He used 9 gallons -- 9 units of water
for a total of 900 gallons. And then under account
details under the service-related charges portion under

wat er service charge it's split up. There's no

difference in charge. It's just that the system
generates it that way because it stopped billing one
nmeter and then started billing another neter.

Q Ckay. Thank you very nuch

A You' re wel cone.

Q So when the conpany renoved the neter at M.
Scott's residence to test it, was that in response to
Staff's recommendation in this case?

A | believe so.

Q Ckay. And does the conpany train its
enpl oyees that the conpany's tariff entitles custoners
to request neter tests?

A. They are -- | don't necessarily knowif it's
t hat sanme verbiage but they are trained, yes, if a
custonmer requests a neter test that it be sent to the
di sputes teamso it can be schedul ed.

Q Ckay. Thank you. And do you have any record

that M. Scott's case was sent to the disputes team
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before at any point before that neter was renoved for
testing?

A | believe it was. It looks like it was sent
to our disputes team However, M. Scott had already
filed a PSC conplaint. So it was sent over -- sorry. |
apol ogi ze. The system sent sonething over to them
because the neter was tested because it all routes back
to themsince they typically handle all neter tests.
Prior to that, it was not sent to our disputes teamto
revi ew.

Q Ckay. So | just want to ask you if your
explanation for that situation, is it that the conpany
didn't understand that he was asking for a neter test or
that he really didn't ask for a neter test, he just
t hought maybe hi s nei ghbor's water was inappropriately
connected to his neter?

A. Based on the conmments, | would say that he
t hought maybe potentially he was being billed for his
nei ghbor's usage or nore than just his usage, but he did
not specifically ask for a neter test.

Q Ckay. Then when he calls back in in July and
says |'ve conpl ai ned about this and they explain that
soneone cane to |l ook at the neter again, that wasn't
interpreted as a request for a neter test either?

A. No, it's very specific to the CSRs.
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Q Meani ng very specific as in a request for a
nmeter test should be very specific before they'l]|
understand that's what soneone is asking for?

A That is correct.

JUDGE JACOBS: Ckay. GCkay. Thank you for

your patience with me this norning. | appreciate your
help. I'mgoing to see if there are any Conm ssi oner
guestions. O course, the floor is open. |If your line

has been nmuted, *6 may be necessary to unnute that |ine
so that you can speak up. |Is there any recross for M.
Fi gueroa from Staff?

MR. PRINGLE: Yes. Brief, Judge. |
apol ogi ze. M dog now is barking at the FedEx man.
RECROSS- EXAM NATI ON BY MR, PRI NGLE:

Q Ms. Figueroa, | just want to clarify the
testing check | anguage. Wen it cones to a neter check,
is that on a separate tariff than a neter test with
M ssouri - Aneri can Water?

A | don't believe that it's -- No, | don't
bel i eve so.

Q So is there even a neter check guideline in
M ssouri-Anerican Water's tariffs?

A | don't believe so, no, sir.

Q Al right. And then when the conpany hears

neter inspection, that is a nmeter check in the conpany's
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view, not a nmeter test?

A That is correct.

Q And then you are aware Staff's concl usi on was
that the conpany did violate its tariff by not offering
a neter test -- by not conducting a neter test?

A Yes.

Q Then subsequently the conpany did test M.
Scott's neter?

A Yes.

Q And the neter test, it passed, correct?

A Yes.

MR. PRINGE: Nothing further, M. Fi gueroa.
Thank you for your tine.

JUDGE JACOBS: GCkay. Thank you. |Is there any
redirect fromthe Conpany?

M5. HERNANDEZ: No questions. Thank you.

JUDGE JACOBS: Thank you very nmuch. M.
Fi gueroa, thank you. As | said before, | would ask that
you stay with us until we're done with our hearing
today. O herw se, you are excused, however.

THE W TNESS: Thank you.

JUDGE JACOBS: Thank you. GCkay. So this
appears to be a good tinme to take a break this norning.
So we're going to take a 15-m nute break. Let's cone

back together at 10:45. W're now off the record unti
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10: 45. Thank you very nuch.

(Of the record.)

JUDGE JACOBS: It is now 10:45 a.m Ckay. So
we do have our counsel present. |t appears we should be
ready to proceed. So we'll go back on the record in our
hearing this nmorning. This is in W:2020-0407. W do
have Comm ssioner Coleman with us on the line, and we
al so have Comm ssi oner Kol kneyer. Looks |ike
Commi ssi oner Hol sman nmay have dropped off unless he has
just rejoined us. So Ms. Hernandez, | am concerned that
Ms. Figueroa's testinony about her position with the
conpany nmay have gotten interrupted with our concern
about call-in folks joining the call and nmaybe sone
audi o problens we were having. So can we just have Ms.
Fi gueroa conme back for just a mnute and we'll do her
testi nony about her position with the conpany agai n and
then we can nove on to Staff's wi tness. Thanks.

M5. HERNANDEZ: Certainly, Judge.

JUDGE JACOBS: Thank you. Ms. Figueroa, did
you hear | was just concerned that we perhaps didn't get
all your testinony about your position with the conpany.
So I'Il et Ms. Hernandez ask her questions about that
again. Thank you.

REDI RECT EXAM NATI ON BY MS. HERNANDEZ:
Q Ms. Figueroa, what is your position with the
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conpany?
A. | "' ma business service specialist.
Q How many years have you been enpl oyed with

M ssouri - Aneri can Wat er Conpany?

A. 3 with Mssouri-Anerican and 19 with Anerican

Wat er .
Q And what are your duties in your current
position with M ssouri-Anerican Water Conpany?
A. | handle all incom ng conplaints either
t hrough the PSC, Attorney General, Better Business
Bur eau, governnental escal ations, executive |eadership
conplaints or fromthe call center
M5. HERNANDEZ: Okay.
JUDGE JACOBS: Thank you very much, Ms.
Fi gueroa and Ms. Hernandez. | appreciate that.
THE WTNESS: You're wel cone.
M5. HERNANDEZ: Certainly.
JUDGE JACOBS: W should be able to proceed

now. | believe where we were was with Staff's w t ness.

Sol think I saw -- and | don't knowif it's d asgow?
s that how M. G asgow s nane i s pronounced? You can
i ntroduce him

So | understand your witness is M. Scott
A asgow, is that right, M. Pringle?

MR. PRINGLE: That is correct, Judge.
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M. dasgow i s on canmera now.

JUDGE JACOBS: Thank you very much.
M. dasgow, would you just spell your nanme for us and
then 1"l swear you in?

THE WTNESS: It's Scott, S-c-o-t-t, G asgow,
Gl-a-s-g-0-w

JUDGE JACOBS: Thank you very nuch, sir. |If
you're able, could you raise your right hand, please?

(Wtness sworn.)

JUDGE JACOBS: Thank you very much, M.
A asgow. You may proceed, M. Pringle.

MR. PRING.E: Thank you, Judge. Good norni ng,
M. d asgow.

THE W TNESS: Good nor ni ng.

SCOTT GLASGOW

call ed on behalf of Staff, being sworn, testified as
fol | ows:
DI RECT EXAM NATI ON BY MR, PRI NGLE:

Q M. dasgow, by whom are you enpl oyed and in
what capacity?

A. | am enpl oyed by the M ssouri Public Service
Commi ssion in the custonmer experience departnent as a
seni or research and data anal yst.

Q Thank you, M. dasgow. Are you the sane
Scott G asgow who co-authored the Staff Report in this

TI GER COURT REPORTI NG LLC 88
WAV TI GERCR. COM  573. 999. 2662



© 00 N oo o0 A~ W DN PP

N NN N NN P B P P P P PP P
o M W N P O © 00 N O O » W N P O

WC- 2020- 0407, Vol . 111

matter premarked as Staff Exhibit 200C?

A That is correct.

Q Are you al so the sanme Scott G asgow who
contributed to Staff's supplenental report prenmarked as
Exhi bit 201?

A That is correct.

Q At this tinme do you have any changes or
corrections to make to either report?

A | do not.

Q M. d asgow, do you have those exhibits in
front of you right now?

A | do.

Q And are Exhibits 200C and 201 true and correct
to the best of your know edge and belief?

A Yes.

Q And are these exhibits the sane or
substantially simlar to the reports you co-authored and
contributed to?

A That is correct.

MR. PRINGE  Thank you, M. d asgow. Judge,
at this time | nove to enter Staff Exhibits 200C and 201
onto the record. You're nuted, Judge.

JUDGE JACOBS: First I'mgoing to unnmute
nmyself, and then I'Il just note that any exhibits that

are being offered today that were originally offered and
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filed in confidential formw Il remain confidential when

they're marked and filed in EFISin this case just to

make that clear. | don't think we'll have to use the C
desi gnati on because | believe everything wll be
confidential. So if you would revise that to offering

200 and 201 we'll be strictly correct there, M.
Pringl e.

MR. PRINGE Yes, Judge. At this tinme Staff
of fers Exhibit 200, the Staff Report, and Exhibit 201,
the Staff's Suppl enental Report onto the record.

JUDGE JACOBS: Thank you. Are there any
obj ections?

M5. HERNANDEZ: No objection, Judge.

JUDGE JACOBS: Hearing no objections, Exhibits
200 and 201 wll be admtted to the record. Thank you,
M. Pringle.

MR. PRINGE: Thank you, Judge.

(STAFF' S EXHI BI TS 200 AND 201 WERE RECEI VED
| NTO EVI DENCE AND MADE A PART OF THI S RECORD. )
BY MR PRI NGLE:

Q M. dasgow, what were the allegations that

M. Scott alleged against M ssouri-Anerican Water?

A. M. Scott stated that the conpany kept -- was
overbilling him his usage wasn't that high based on the
conpany estimating his bill and that certain paynents
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were not posted to his account.

Q Was there anything about a neter test?

A. They did say that there was -- that the
conpany, and | don't know the specific |anguage, but the
conpany woul d not replace his neter, would not give him
expl anation, but let nme get his conplaint out
specifically. Said that M ssouri-Anerican Water refused
to replace the nmeter w thout giving hima reason.

Q Thank you, M. dasgow. And you parti ci pated
in Staff's investigation of M. Scott's conplaint; is
that correct?

A Yes.

Q What did you review as part of your
i nvestigation?

A. Well, first | reviewed his conplaint to make
sure | understood what issues he brought up. Then |
talked to M. Scott for clarification and sent data
requests to M ssouri-Anerican Water concerning those
I ssues and al so sent supplenental data requests to
M ssouri-Aneri can Water and reviewed all the responses
and filed themin the Staff Report.

Q And is that the typical process that Staff
foll ows when conducting an investigation?

A. Yes, sir.

Q Now, follow ng your review of M. Scott's
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conplaint, responses from M ssouri-Anmerican Water via
data requests, what were Staff's conclusions as to M.
Scott's allegations?

A That M ssouri-Anerican Water billed M. Scott
for actual usage. Each billing statenment stated actual
usage that his paynents were posted on his statenents,
that the paynents he nmade were posted on the statenents
and that Staff believes that M. Scott requested enough
to have his nmeter tested and that M ssouri-Anmerican
Wat er needed to do that.

Q And to your know edge, did M ssouri-American
Water ever test the neter?

A Yes.

Q What were the results of that neter test?

A That the neter was accurate, the neter was
accur ate.

Q And then why did Staff file a suppl enenta
report in this matter?

A. Staff had a coupl e additional questions
concerning if there were additional phone calls that the
conpany m ght have and al so that information on neter
testing and if the neter had ever been tested and the
policy required for a custonmer to have their neter
t est ed.

Q How, if any, did Staff's Suppl enental Report
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affect Staff's conclusions in its initial report?

A. It did not.

Q Besi des the Staff's conclusion that the neter
test was not connected, Staff did not find evidence to
sustain any other part of M. Scott's allegations?

A That is correct.

Q And what is Staff's position now that the
neter test has been conducted?

A. That M. Scott has been billed accurately and
that M ssouri-Anerican Water has billed himaccurately
and that his paynents have been posted to his account.

Q What was that |ast part, M. d asgow?

A That his account is accurate. |'msorry.

MR. PRINGLE: Not a problem sir. Thank you,
M. G asgow. At this tinme | have no further questions
and | tender the witness for cross-exam nation.

JUDGE JACOBS: Thank you. Do we have any
cross-exam nation fromthe Conpany?

MS. HERNANDEZ: Yes, Your Honor.
CROSS- EXAM NATI ON BY MS. HERNANDEZ:

Q M. dasgow, would you agree with ne that the
cust omer request for a nmeter check and the custoner
request for a neter test are two different things?

A. Possi bl y.

Q What do you nean by possibly?
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A That in this case, for instance, M. Scott
requested that soneone cone out and nake sure that he's
not being billed for his neighbor's usage and to check
the neter, and the conpany did that and in July of 2019
he said his neter was defective and needs to be
replaced. So even though he did not say test, he did
say that his neter was defective and needed to be
replaced. So | think those two things are different.

Q When you say "two things," you nean the
ver bi age neter check and neter test?

A. A check or test, yes. | think you could have
it checked, which the conpany did in March, but when a
custoner says replace and it's defective, | would think
that would warrant a test.

Q Ckay. Are you aware of the cost of a neter
test?

A " m not.

M5. HERNANDEZ: No further questions. Thank
you.

JUDGE JACOBS: GCkay. W can now take any
guestions that we may have from Conm ssioners. |If you
are on a phone line, you may need to press *6 in order
to make sure that we can hear you on this end of the

hearing. And | do have sone questions on behalf of the

Comm ssion for M. d asgow.
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QUESTI ONS BY JUDGE JACOCBS:

Q Sir, are you able to | ook at the conpl aint and
t he attached docunents that M. Scott filed in this
case?

A | am

Q Ckay. And did M. Scott attach part of a
Staff Report in a different case to his conplaint?

A He di d.

Q Ckay. And could you take a | ook at that and
tell us what you understand that Staff Report to be
sayi ng about M. Scott's water usage?

A. What Staff's research was an average resident
of Mssouri would use in a day's tine and Staff's
research was around 80 gallons a day. And in the
anal yzation of M. Scott's bills and usage, he was using
under 50 gallons a day. So his usage was bel ow what the
average -- what an average M ssouri resident would use
mnus irrigation or pools, just regular usage.

Q This was an observation that was made by Staff
inits investigation of a previous conplaint that
M. Scott had agai nst M ssouri-Anerican?

A Yes.

Q So if | understand your testinony, Staff has
listened to a recording of a call that M. Scott had

with Mssouri-American's custoner service; is that
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right?

A That is correct.

Q Was that the July 30, 2019 call that's
reflected in the custonmer service notes?

A Yes, ma' am

Q Ckay. And | believe you just told us that
during that call M. Scott told the conpany that he
bel i eved his neter was defective?

A Yes, nma'am

Q Were those M. Scott's words?

A Yes.

Q Ckay. Did Staff receive audio of the February
26, 2019 phone call with custoner service as well?

A No, ma' am

Q Ckay. So was that audio requested? | think
inthe first Staff Report filed in this case there were
sone pendi ng requests for audio.

A. We requested all phone calls between M. Scott
and M ssouri-Anmerican Water that were on file.

Q Ckay. So at no point did the conpany provide
t hat February 26, 2019 call?

A To ny know edge, no.

Q Do you know why that m ght be?

A. To nmy know edge, the conpany wll keep

recorded phone calls for 12 nonths and the first fornal
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conplaint was in January of 2020. Data requests woul d
have gone out later that nonth. |'mnot sure they had
record -- kept record of that phone call. It wasn't
provi ded so.

Q So is it correct that Staff concluded it
wasn't avail abl e?

A That is the conclusion Staff cane to.

Q Ckay. At the tine that Staff filed its
initial report in this case, Staff had |listened to that
July 30, 2019 phone call?

A Yes, ma' am

Q Ckay. There are sone docunents attached to
Staff's Suppl enental Report filed in this case, right?

A. |"msorry. WIIl you repeat that, Judge?

Q Sure. There are docunents attached to the
Suppl enental Report that Staff filed in this case on
November 6, 20207

A. Yes, ma'am | believe there are.

Q Ckay. Could you tell us what those docunents
are?

A Bear with nme. The first attachnent is what is
now | believe Exhibit 100 with the neter test that was
perfornmed on Septenber 21, 2020 and t he subsequent
wi tness card and the results of that test and the second

was the second attachnment or maybe that's the only
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attachnent.
Q I'"'maware of only one page attached to that.
A. Yes, that's the only one.
JUDGE JACOBS: (Ckay. Thank you. | believe

those were the only questions that | have for you at
this time. Once again, if Comm ssioners have questions,
t hey can go ahead and speak up. And we can proceed to
any recross fromthe Conpany.

M5. HERNANDEZ: Yes.
RECROSS- EXAM NATI ON BY MS. HERNANDEZ:

Q M. dasgow, for argunent sake if the conpany
violated its tariff by not testing M. Scott's neter,
has it corrected that violation in quotations at this
poi nt ?

A. That was -- Staff believed so, yes.

M5. HERNANDEZ: All right. No further
guesti ons.

JUDCGE JACOBS: kay. |Is there any redirect by
M. Pringle?

MR. PRINGLE: No redirect, Judge. Thank you

JUDGE JACOBS: Thank you very nuch. Thank you
so nmuch for your testinony today, M. dasgow. You are
now excused.

THE WTNESS: Thank you, Judge.

JUDGE JACOBS: kay. So where that |eaves us
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is testinmony has concluded. | did make ny note about
how exhibits will be treated. As | said, if it was
filed initially confidential, it's going to stay that
way. Did anybody have anything else that they would
|l i ke to address right nowin regard to exhibits? |
think we're pretty straight on those. Those were pretty
easy today. Staff has 200, 201. The Conpany has 100
t hrough 106, which we went over in detail. | don't
think there are any questions about that. And then the
Conmi ssion has a single exhibit which is M. Scott's
conplaint and attachnents.

kay. So is there any party who believes that
it would be necessary to file any briefs in this case?

M5. HERNANDEZ: | would like the opportunity
to do so, Judge.

JUDGE JACOBS: Ckay.

MR. PRINGLE: | would just ask that it be
vol untary, Judge.

JUDCGE JACOBS: kay. So transcripts should be
avail able no later than June 7 is ny understandi ng.
That shoul d be 10 business days if | can count. So |
woul d say the earliest date for transcripts maybe June
21 makes sense. |If you're volunteering for transcripts,
you can al so volunteer for your due date, | suppose --

|"msorry, for briefs. M. Hernandez?
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M5. HERNANDEZ: The June 21 date?
JUDGE JACOBS: | would just start the

di scussion there. That's two weeks after transcripts

are in.

M5. HERNANDEZ: | think that should be fine,
Judge.

JUDGE JACOBS: kay. And do we want an
opportunity to reply to briefs as well, parties?

MR. PRINGLE: Staff nost |likely won't be
filing a brief, Judge.
JUDGE JACOBS: Ckay.

M5. HERNANDEZ: |'massuming -- | don't know
M. Scott's involvenent at this point. |If he would file
sonething, then | would reply. If not, then probably

not file a reply.

JUDGE JACOBS: Two weeks from June 21 is right
after the 4th of July. Wuld reply briefs July 9 or
12th or 16th, something in there work?

M5. HERNANDEZ: Sure, either of those.

JUDGE JACOBS: How about the 12th for any
reply?

M5. HERNANDEZ: That's fine.

JUDGE JACOBS: WM. Pringle has suggested that
briefs should be optional

MR. PRI NGLE: Yes, Judge.
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JUDGE JACOBS: Yeah. | don't think that
there's any reason why the Commission in this particul ar
case would insist that all parties file sonething.

Okay. So I'll issue an order that reflects a
June 21 date for initial briefs and July 12 for any
reply briefs. Wre there any other matters that we need
to di scuss before we close our hearing today?

M5. HERNANDEZ: No, thank you, Judge.

JUDGE JACOBS: kay. Thank you, everyone, for
being here with us today, and | hope you all enjoy the
rest of your Friday and the weekend. W are now off the
record.

MR. PRINGLE: Thank you, Judge.

M5. HERNANDEZ: Thank you.

(OFf the record.)
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CERTI FI CATE OF REPORTER

I, Beverly Jean Bentch, RPR, CCR No. 640,
Certified Court Reporter with the firmof Tiger Court
Reporting, LLC, within the State of M ssouri, do hereby
certify that I was personally present at the proceedi ngs
had in the above-entitled cause at the tinme and pl ace
set forth in the caption sheet thereof; that | then and
there took down in Stenotype the proceedi ngs had; and
that the foregoing is a full, true and correct
transcript of such Stenotype notes so nade at such tine

and pl ace.

i ) P/Zf “/

Beverly Jean Bentch, RPR, CCR No. 640
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