Chairman

Ernie Schlegel

1801 Kutztown Road

Vice-Chairman Eron Lloyd . ;
Secretary Julissa Espinal Reading, Pennsylvania 19604
Board Member Gery Fisher Phone:  610-406-6300
Board Member Maria Rodriguez Fax:l 610-406-6307
Board Member Ronald Hatt TOD: 610-655-6442
Executive Director Dean A, Miller
COMPLAINT REVIEW FORM
Customer Name:
Service Address: Ace.
No.
Phone Number: Today’s
Date:

Was problem discussed with Water Authority personnel? J Yes (] No

If Yes, who:

Please check one of the following options: LI Billing Issue [0 Payment Issue O Other

Explain in detail the nature of the issue:

OFFICE USE ONLY

Date Received:

Received By:

Reviewed By:

llPa“ge




Action Plan

To set complaints in context, the Customer Review Panel exist (o serve watet system
customers and the customer has a right to expect a level of quality service from the
Reading Water Authority,

* There are some basic principles of good public sector service on which there is
mutual agreement, economy, efficiency, effectivenass, fairness, impartiality,
prudence and responsiveness, The following phases will be based on these principles.
They do not however, automatically lead to customer satisfaction with service or ils
delivery. This will only ocout when the Authority is responsive, as far ag reasonably
passible, to the expectations of those it sexves.

Knowing what those expectations ate, how well they are being met, and the extent te
which they can be met, is essential to customer satisfaction. By measuring customer
complaints it will provide a useful source of information and an opportunity to
strengthen public support.

Phase 1

A customer may seek relief under the criteria established by the Policy. Such request for
relief shall be in writing and forwazded to the Water Authority, The tequest will be
reviewed by the Bxecutive Director, and if it meets the Reading Area Water Authority’s
resolution regarding bill relief, the Director will resolve, make adjustment and notify
complainant (eppendix A). :

If not resolved, informs complainant and provides alternative.



Phase Il

If the customer is dissatisfied with the proposed disposition as provided in Phase I, he/she
may appeal, in person, to the Customer Review Panel, Request for Panel review shall be
in writing using the Complaint Review Form (appendix B} and must be reviswed by the
flrst Friday of each month, The complainant will receive a confirmation and customer
review appeatance date within 30 days (appendix C}. Ths complainant will have no more
than (10) minutes, when scheduled, to state their complaint. The Panel will review and
melee the final decision on behalf of the Reading Water Authority. The decision(s) shall
be recorded and reported in writlng to the Authority at the next regulatly scheduled
meeting.

Phase 111

The Customer Review Panel will meet the 2™ Wednesday of sach menth frorn 4:00-5:30
PM. The Panel will consist of 2 Board member of the Reading Area Water Authority, the
Exacutive Director of the Reading Ares Water Authority and/or & City of Reading, water
division employee

The Panel is responsible for final disposition on all appeal requests.
Tt is essential and useful to have a record kesping process for complaints, This proceas is

cost effective and will help identify areas of inoprovement. The Executive Director will
be responsible for maintaining such system for recording complaintd, (appendix B).



Customer Review Panel

Complaint Review Management

Reading Water Authority
815 Washington Street
Reading Pa 19601
Photie (610) 655-6504
Fax (610)655-637%
January 2¢, 1998
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Background

The primary purpose of the Customer Review Panel is to provide an effective complaint
management system which is an essential part of quality public-sector service, The
Reading Water Authority operates and maintalns a water supply, treatment, distribution
and conveyance systermn which it leases from the City of Reading, Pennsylvania, pursuant
to a Lease and Operating Agreement, dated May 20, 1994 but effective as of June 1, 1994
as amended and supplemented (the "“Lease’),

#* The Board of the Authority adopted guidelines {the “Policy”) which shall apply
when evaluating the claim of a Water System custotner who applies to the Board for
relief from a water bill, which bill reflects higher than normal water consumption due
to a leak irf the customer’s water service.

* The Board of the Authority realizes that the customer may be dissatisfied with the
proposed disposition of the complaint under the Policy and seek: 2 decision on a
Board level, The customer and public have a right to expect some basic principles of
goad public-sector service,

* In order to effectively manage this process, the Cusfomer Review Panel has been

establighed to provide a final disposition when a customer appeals their water bill
which does not mest the criteria egtablished under the Policy.

Executive Summary

The following key points will be addresses:

* What kind of corplaint can be filed?

* Where to file complaint?

* Who is regponsible for dealing with complaints?
* Time Iimits,

* Control/Monitoting.



Introduction

Complains arise when customer are dissatisfied with a service, It is necessary to
understand the nature of the dissatistaction so that the right type of sciution can be found.
Some complaints are not eligible for a particular resolution system, and some ¢an have no
resclution. In these cases complaints still need to be treated with respect and should
recsive a full explanation of why their complaint is not being accepted, or why thexe is no
resolution,

Statement of Problem/Need

#'To establish a formel panel dealing with billing appeals,
* The Customer Review Panel provides a falr and effective manner in which the

Board of the Antherity may review or resolve complaints of water system customers
geeking rellef on their water bill.

Panel Scope and Objectives

The Fanels objective is to determine the final decision on water service customer appeals
when not meeting criteria established for customer relief under the Resolution.

* The Panel will consist of a board member of the Board, the Executive Directer and
a staff emplayee.

* The Papel will moeet monthly on the 28 Wednesdey of each momnth.

* The panet will be requited to present its finel decisions at the monthly Water
Authority mesting,



Action Plan

To set coruplatnis in context, the Customer Review Panel exist to serve watet system
customers and the customer has 2 tight to expect a level of quality service from the
Reading Water Authority,

* There are some basic principles of good public sector service on which there is
mutual agreemett, economy, efficiency, effectivensss, fairness, impartiality,
prudence and responsivensss, The following phases will be based on these principles,
They do not however, automaticalty lead to custemer satdsfaction with secvice of it
delivery. This will only ocour when the Authority is responsive, as far ag reasonably
possible, to the expectations of those it serves,

Knowing what those expectations are, how well they are being met, and the extent to
which they can be met, 18 essential to customer satisfaction, By measuring customer
complaints it will provide a useful source of information and an opportunity to
sirengthen public support.

Phase 1

A customer may seek relief under the criteria established by the Policy. Such request for
relief shall be In writing and forwarded to the Water Authority, The request will be
reviewed by the Bxecuttve Director, and if it meets the Reading Area Water Authority’s
resolution regarding bill relief, the Director will resolve, make adjustment and notify
complainant (appendix A), -

If not resolved, informs conplainant and provides alternative,



Phase 11

If the customer is dissatisfied with the proposed disposition as provided in Phase I, he/she
may appeal, in person, to the Customer Review Panel, Request for Panel review shall be
in writing using the Complaint Review Form (appendix B) end must be reviewed by the
first Friday of each month. The compleinant will receive 2 conflrmation and customer
review appearance date within 30 days (appendix C). The complainant will have no more
fhan (10) minutes, when scheduled, to state their complaint. The Panel will review and
malce the final decision on behalf of the Reading Water Authority, The decision(s) shall
be recorded and reparted in writing to the Authority at the nexi regularly scheduled
mesting.

Phase 111

The Customer Review Pansl will meet the 2* Wednesday of each menth from 4:00-5:30
PM. The Panel will consist of a Board member of the Reading Arce Water Authority, the
Executive Director of the Reading Area Water Authority and/or a City of Reading, water
division employee

The Panel is responsible for final disposition on all appeal requests.
Tt 15 essential and useful to have a tecard keeping process for coraplaints, This process is

cost effective and will help identify areas of improverent, The Bxecutive Ditector will
be responsible for maintaining such system for recording cornplaitits, (appendix By,



Management Plan

Phase and Regpongibility

Phase I — Bxecutive Director and water dlvision staff,
Phase II - Customer Review Panel

Phase I — Bxecutive Director

Scheduls

* Upon receipt by the Water Authority of a request for customer relief, said request shall
be given to the Executive Director, The Executive Director will review and determine
validity, After having a good faith attempt to establish whether customer relief is
watrented, & notification shall be mailsd advising the customer of the decision (appendix
D) and alternative(s), if warranted,

# When notified, the customer must complete and file a Complaint Review Form to
appear before the Custorner Review Panel. The form must be received by the fivst Friday
of the month for review/dispositicn within thirty (30) days,

* Upon receipt, it shall be logged, and Notification of Appearance mailed. The
comyplaint will be glven a date/time to appear, in person, at a Customer Review Panel
meeting, The Bxecutive Director will schedule a maximum of four (4) complaint reviews
per meeting, and provide any/all necessary related documentation.

* Complainant shall have no more than ten (10) minutes to state cause, upon which
time the Panel will render a Final Determination Notice. (Appendix D) The Authority
member will record the decision, including and adjustments, and complete & written
report for the next scheduled Autherity meeting on the last Thursday of the month.
{Appendix E)



Results

* Aggures customers will receive a prompt and courteous decision when requesting
relief.

* Provides for monitoring revenue,

Evaluation

* Maintaining Notice of Review requests and monthly Panel Review Log, identifying:
* Customer/Commplainant

* Service Address

* Telephone Number

# Natare of Complaint i.e, billing dispute, disconneciion of service

* Congideration

* Decigion

* Adiustment amount, 1f applicable



Appendices

Resolution Letter
Complaint Review Form
Notification of Appearance
Final Determination Notice

Panel Review Log



-~ ' RRSQLUTION

WHEREAS, the Reading Ares Water Authority (the "authority™)
operates and maintains a water distribution and conveyance systemn
(the "Water System") which it leases from the Clty of Reading,
Penngylvania (the "city'), pursuant to & Lease and Operating
Agreement, dated May 20, 1894, hut effective as of June 1, 1894,
2t amended and supplemented (the “Lease); and

WHEREAS, the Authority has promulyated ite Water Service
Resolution, adopted Juna 30, 199¢, &8 amanded and supplemanted
{the "Resplution"), which sets forth, among other things, the
mules and Regulatlons of the Authority (the "Ragulatliona™)
governing the Turnlshing of water garvice to the customers of ths
Authority; and

WHERZAS, Secticn 28 of the Regulations provides that no
s1lowance shall be made for excesslve consumptlon of water by &
customer due to leaks or other waste of water by such customer;
and

WHEREAS, the Bozrd of the Authority desires to address
certain percelivad ilneguities in the Regulatlons with respect to
certain customers by adepting 2z policy which sets forth
guidelines whereby a customer, whoss vater gervice develops a
jeak, may be eligible for an allowance towards an unusuzlly high
water bill, : !

NOW, THEREFORE, BE IT RESQLVED, by the Board of the Reading
Area Water Authority, as follows:

1. The Board of the Authority heraby amends and
supplements Section 28 of the Regulations, and hareby adcptis the
following guidelines (the "Policy") which shall be applied whean
avaluating the claim of a Water System customar wheo applies to
the Board for_:e;iefwirmm-anWatam»billg-Which pill reflects
nigher. than normal waker’ gomsumption‘due. to-a. leak in the. - -

_;qggtbmer*sfwatércservidﬁfi‘- ‘ L

catiia odstoney may qualify for rellef df: .

o480 The codstoner eptablipnes that thas water bill
Yn guastion reflects water wonsuuptlon that & .
extreordinarily high in gemparison to the customer’s
‘Mordinary and customary" (defined hereln) level of water
consunption. :

TR O 2 8 The custmmar‘éstablishes.that the unusually

nhlgh consumption in guestion-resylted frem a leak-in the
" gustomer’s water service. - ‘ '

(i11) The customer establishes that the leax was

repaired to the satisfaction of the Aubherity within thirty
(30) days of the discovery of puch leaXk.

O WRDOCALER\RRS 0L, RAWCEI06TS 1



(iv§ mhe Baard ia $atiéfied hat the custamer ls
{ a auatom@r in gmod mtandinngath ‘the ﬁuthorityf ﬁnﬁ hﬂS &

{B)..TE. &he Board dat@rminas tha% a customar hag
agsatisfa@tmrily net the'econditions get foréh at Subsections'ia bEEN!
fhroughi; A(2) (4v) wfwhLE Seotion 1, the gustbner/s. yater BI1] way’

yhe-adiusted., 'such adjugtmentisnall beé'mqialito the dmpurt wilch f

“Would otHeryide he dus end pavible if the clstoner’s water”*“"
#engumption during ‘the billihq parlod inquestion was twe (2) =

SiTed Ehe wdlume of the dustomer’s “ordinary arid customary” levéi?

of water dohsunption. ‘The dustohz¥’s "ordinary ‘and customary"
levael of water conhsumptlen shall be determined hy. caloulating the
custonar /s average water dﬁnsumption over the four. billings
mparlods naxt preoading tha silling par&od 1 question. .

2. The Board of the Autherity may amend the Policy
ouklined in Sectlon 1 hereof in its dlscretlon az zircumstances
may dictate,

3, Except as amended or supplemented hereby, The
Resolution is hereby ratified and confirmed in all respecte and
ghall remaln in full force and sffect,

4. All resolutions previously adopted by the Authority
inconsistent herewilth are hershy repesaled,

‘ g "
Duly resolvaed this é¥ day of b}#ﬁﬁx , 1996, by the
Board of tite READING AREA WATER AUTHORITY, Berks County,
Penngylvania, in lawful session duly assembled

A ) co
By famd ﬂmmw’{»;d’ mw‘w ﬁ’égiﬂ-ﬂ"/-“L
Chalrmam -

attest: /) G
k“"Secr?f&ary

CRWFDOCIDPRIRESOL. RAWAS069 2



READING AR E A S

\WaterAuthori

Chalrman
Vice-Chalrman
Board Mernber
Board Mamber
Board Membar
Executlve Director

Ernle Schlegal
Eron Lloyd
Gery Flsher
VACANT
VACANT
Dean A, Miller

AWA

1801 Kutztown Road
Reading, Pennsylvania 19604

Phone:  610-406-6300
Fax: 610-406-6307
TDD; 610-655-6442

Inconsistent Usage Adjustment Request Form

Customer Name:

Service Address:

Acet.
No.

Phone:

Today’s Date:

Plaase complete and return the complaint form along with a copy of the Plumbers Invoice for work complated by a
plumber whom s In accordance with the Cily of Reading Plumbing Code; Section106 "Permits”, as well as a copy of
Plumbers Pormit in accordance with the Plumbing Code of the City of Reading; Section 106,64 Home Owner Claise,
fo the Authority no later than the second (2') Friday following the day of receipt. The parmits MUST be pulled
PRIOR to any work baing comploted.
Once alf work has been completed an appointment needs fo ba set up with City of Reading Plumbing Inspector for

inspection before being submitied to & ity, No adiustrirent will be given until the Plumbing Inspector ias
inspected the property and approvad the work that was completod.

Amount . .

questioned: $ Bill Date:

Is Bill: L] Current (] Pest Due

Was Problem discussed with Water Authority ] Yes ] No

personnel?

If Yes, who:

What do you consider a fair and reasonable resolution?

QFFICE USE ONLY

Date:

Final Decision:

] Request Denied

] Approved
Relief:




Chairman

Ernie Schlegel

1801 Kutztown Road

Vica-Chalrman Eron Lloyd Reading, Pennsylvanla 19604
Board Membar Raymond Schuenemann I3 Esq. Phone:  610-406-6300
Board Membear Gery Flsher Fent: 610-406-6307
Board Member VACANT TRD: 510-655-6442
Executive Director Dean A Miller
COMPLAINT REVIEW FORM
Customer Nawe:
Service Address: Aot
No.

Phone: Today’s Dafe;

Amount .

questioned: § Bill Date:

Is Bill: ] Curgent [7] Past Due

Was Problem discussed with Water Authority ] Yes [T Mo

personnel?

If Yes, who;

Nature of )

c i Please check one and state the nature of problem,

omplaint:
] digh Bill ] Billing Dispute [] Service Termination L] Other
What do you consider a fair and reqsonable resolution?
OFFICE USE ONLY

Date:

. L - [.] Approved

Final Decision: i1 Request Denied Refiof $




READING ARE A Semumpmemee.

WaterAuthority R AW A

Chalrman Ernle Schiegel 1801 Kutztown Road
Vice-Chalrman Eron Lioyd Reading, Pennsylvanla 19604
Board Mamber Gery Fisher Phone:  610-406-6300
Board Member VACANT Fax: 610-406-6307
Board Member VACANT TOD: 610-655-6442
Exacutive Director Dean A Miller

RE:

This is to confirm receipt of your Complaint Review Form, appealing the decision on customer relief. Your
appearance, In person, Is requested by the Complaint Review Panel on:

DATE: TIME:

At the Reading Area Water Administration Office located at 1801 Kutztown Road, Reading, PA 19604.

In order to pravide an effective and prompt decision, the Panel has a ten (10) minute allowance for
complainants to state their request. Please be sure to bring documentation that you feel will assist In your
appeal and please be prompt.

The review shall consist of not less than a prompt and through investigation of the dispute and shall
result in a final written decision to be mailed to the complainant within (30) days after its receipt of the
complainant’s request.

Should you find the need to cancel or reschedule your review appezarance, please contact 610-406-6300,
Thank you for your understanding and ccoperation.

Sincerely,

Customer Service Repraesentative
Reading Area Water Authority

i|Page



READING ARE A S

WaterAuthori

Chalrman Ernest Schlegel 1801 Kutztown Road
Vica-Chalrman Eron Lloyd Reading, Pennsylvanla 19604
Board Membar Gery Flsher Phone:  610-406-6300
Board Member Vacant Fax: 610-406-6307
Board Membar Vacant TDD: £10-655-6442
Executive Director Dean A, Miller

July 1, 2014

FINAL DETERMINATION

Re: ~ Account #

Dear,

Thank you for giving us the opportunity to meet with you on May 21, 2014 . Based on the information supplied and
that from our normal sources supplied through your account the Reading Area Water Authority has determined that:

RAWA afforts are to treat all ustomers equally. Should you have further questions pleass feel free to contact our
office at your convenience.

Sincerely,
Dean Miller

Executlve Director
Reading Area Water Authority

PM/sr

llPage




