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Formal Complaint Form

Mark Kelley 444 Blaine
Customer Ngme (Please Print) Customer Address
—J;l_ N Marion Ohio 43302
L= - City State Zip
T %gainst 001945994 13110637
L g Account Number
2R a.
\ é Customer Service Address (if different from above)
AQUA _ Marion Ohio . 43302
Utility Company Name City State Zip

Please describe your complaint. (Attach additional sheets if necessary)

I contacted Aqua in May2016, after receiving my bill dated May 20™ 2016 for $294.60. At
that time I asked them to come to my home and check the meter because my bill was normally less
than $50.00 a month. Their response was that they were not able to check the meter until June 16%,
which was also the due date for the bill to be paid. After coming out and doing an actual meter
reading, the Aqua employee told me there was a definite leak between the meter and my home. He
also informed me that it was my responsibility to fix the leak. I then contacted 3 contractors for
estimates. The one that I chose was Mr. John P Case with at Gravity Works. On June 6 Mr. Chase
gave me an estimate and called the utility companies to have the lines marked which is a two day
waiting period. The job was started by my contractor Mr Chase at around 8 am June 9" and the job
was completed at around 1 pm on the same day. I was told by my contractor that when the water
line was replaced by the City of Marion to replace the sewer, water and gas lines, my water line was
impropetly installed by the City of Marion, Aqua and other utilities. Mr. Clase took multiple
pictures and video or the repair. The water line repair, by my contractor, was approximately 1 foot
from the water meter. which was directly under the city sidewalk. He explained to me that the water
line was improperly installed because when it was installed by Aqua it was installed overlying on
top of an old existing galvanized line that should have been removed.

I contacted Aqua to ask for a supervisor, was met by field supervisor Donald J Scott. I explained the
reason why I disagreed with having to pay for repair, due to the lines that were instailed by Aqua
improperly. That not only should I not be charged for the high bill T also should not have had to
have paid a crew to fix a mistake due to Aqua’s improper install. After speaking to the field
supervisor, I then received a June 21% bill of $1,592.15. I spoke with Debbie with Aqua Customer
Service in Pa. who sent me a Aqua Ohio Leak Adjustment request form. I do not feel that I should
not on pay either bills, but Aqua should also reimburse me for repairs.
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001945994 1310637
MARION, OH 43302-4826 MARTON WATER
1230461 PWSID # OH5100414
Aqua Ohio Inc. Toll Free: 877.987.2782 Questions about your water service?... Contact us before the due date,
762 W, Lancaster Avenue Fax: 866.780.8292 8iill Date " Total Amount Due Current Charges Due Date
Bryn Mawr, PA 19010-3489 www.aquaamerica.com May 20, 2016 $ 294.60 June 13, 2016
Meter Data Meter Size - Billing Period Days Read Type Meter Readings Usage Units
0876710635  5/8 05/18/116 29 Actual 37530 4,130  Cubic Fest
04119118 ~ Actual 33400 -
Average Daily Usage = 142 Cubic Feet Total Days: 28 Total Usage: 4130  Cubic Fest
1 CF equals 7.4805 gallons
Billing Detail Water Usage History
Amount Owed from Last Bil ...........overeemeresresressssereee $ 5059 0
Total PayMEnts RECENVE. ..o ssiirereenee =+ 5059 - L
" Remaifing Balance .....ce.vssecrusscerssneseenreeresmsssssessas 0.00 P
Custorner Charge................. 9.00 3 560
15,000 gallons @ $D 0101525 per gaHon 152.44 §"5 w
Next 15,894 galions @ $0.0076219 per ga!lon...... 121.15 < 0
Total Water Charges .... . 28259 o
S.1.C Waer CRANGE . ........oouecreeeeeee e ssseeseess oo s 1201 May dun Jul Aug Sep Oct Rov Deo Jan Feb Mar Apr May
Amount Due ON or BEFORE 06/13/16 ...........cccoreenms $ 294.60 Read Types: M Actua$ {3 Estimated
Amount Due AFTER the Current Due Date .. ................ $309.33
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Message Center (see reverse side for other information)

® Would you like to quickly and easily leam important information about your water? Please let us know how you want to be contacted via our new _
autornated notification system by clicking on the Aqua Nofify button at www.aguaamerica.com. ~‘

» HIGH BiLL ALERT - Your usage appears higher than usual. For information on high usage and leaks, visit the Water Smart section onm

WW.a0uaamerica.com.

* The due date refers to current charges and any defermed payment amount only. If you do not pay your bill on time, your service could be subject to
. intepuntian <To ensure proper credit, please remember o provide your full 16-diait account number when paying your bill B

Keep top porticn for your records. )
Return this partion with your payment. Service To:

. MARK K. KELLEY
AQUA  Water Biil 444 BLAINE AVE
Aqua Ohio Inc. MARION, OH 43302-4826
762 W. Lancaster Avenue « Bryn Mawr, PA 19010-348%
Account Number - Please print on your check
001945994 1310637
PL.EASE DO NOT REMIT PAYMENT TO THE ABOVE ADDRESS On or Before Pay This Amount
06/13/16 $ 294.60
Cyc=22MI 1up=1708298 16544 1 AV 0. %73 . After Pay This Amount
06/13/16 $ 309.33
XXAUTORXSCH 5-DIGIT 43301 C 47 P &2 Amount Enclosed
MARK K. KEL
LI UL
MARION OH 43301-1751 Please make check payable to

B2 fwelBlerabe s iy gl Aqua OH

MAIL TO ADDRESS ON BACK OF THIS STUB

00194599413106370000000294 605
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Gervice To:

Message Center (see reverse side for other information)

R ' Account Nurmber
MARK K. KELLEY
AQUA e 001945994 1310637
MARION, OH 43302-4826 MARION WATER
1230461 PWSID # OH5100414
Aqua Ohio Inc. Toll Free: 877.987.2782 Questions about your water service?... Contact us before the due date.
762 W, Lancaster Avenue Fax: 866.780.8292 Bill Date Total Amount Due Current Charges Due Date
Bryn Mawr, PA 19010-3489 www.aguaamerica.com June 21, 2016 $ 1,592.15 July 13, 2016
Meter Data Mefer Size Biling Period Days  Read Type Meter Readings Usage Units
087671035 58 0gA7HE 30 Actual 63490 25960  Cubic Feet
05/18/16 Actual 37530
Average Daily Usage = 865 Cubic Fest Tolal Days: 0 Total Usage: 25960  Cubic Fest
1 CF equals 7.4805 gallons
Billing Detail Water Usage History
Amount Owed from Last Bill............c.eeoevreeruemeersevsrnn. $ 29460 o
Tota Payments RECEIVED............uvvrrcsvssnserecsrniren 204.60 .
- Remaining Balance ... icsmsnsisenmerssssssrmnes 0.00 F.
Customer Charge................ 9.00 £3 x |
15,000 gallons @ $0.0101625, per gaﬂon .............. 152.44 gf" o
Next 179,194 gallons @ $0.0076219 per gallon.... 1,365.80 < 00
Total Waler ChamBs .. ..ot saoras 152724 o
§.1.C Water Charge..... 64.91 dun - dul Aug Sep Oct Nov Dec Jan Feb Mar Apr bay Jun
Amount Due ON or BEFORE 07!13!15 ......................... $ 1,592.15 Read Types: I Actual O estimated B customer
Amount Due AFTER the Current Due Date.................. $1,671.76 '

* Would you like to quickly and easily leam important information about your water? Please let us know how you want to be contacted via our new _
automated notification system by clicking on the Aqua Notify bution at www.aquaamerica.com. *

® HIGH BILL ALERT - Your usage sppears higher than usual.
Www.aquaamerica.com.

For information on high usage and leaks, visit the Water Smart section on

® The due date refers to current charges and any deferred payment amount only. If you do not pay your bill on time, your service could be subject to
mten'uptlon To ensure proper credit, please remember to provide your full 16-digit account numbsr when paymg your bill.

1of %

$$0000

e e e e e et e e

Keep top portion for your records.

AQUA  Water Bill

Aqua Ohio Inc.
762 W. Lancaster Avenue « Bryn Mawr, PA 19010-3489

PLEASE DO NOT REMIT PAYMENT TO THE ABOVE ADDRESS

= = l3i
Cyc=22MI 1up=1718356A HIG Seq=51

XREXRRRXRKXXRIINGLE-PIECE € ZT P
MARK K. KELLEY
PO BOX 1751

MARION OH 43301-1751
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Return this portion with your payment.

oo19

Service To:
MARK K. KELLEY
444 BL AINE AVE
MARION, OH 43302-4826

Account Number - Please print on your check
001945994 1310637

On or Before Pay This Amount
07/13/16 $ 1,592.15
After Pay This Amount
07/13/16 $ 1,671.76
Armount Enclosed

L1100

Please make check payable to
Aqua OH
MAIL TO ADDRESS ON BACK OF THIS STUB

459941310L370000002592158
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ervica To:

Account Number
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Message Center (see reverse side for other information)

MARK K. KELLEY
AQy A MARK K KeLLEY 001945994 1310637
MARION, OH 43302-3826 MARION WATER
1230481 PWSID # OH5100414
Agqua Ohio Inc, Toll Free: 877.987.2782 Questions about your water service?... Contact us before the due date.
762 W, Lancaster Avenue Fax: 866.780.8292 8iil Date Total Amount Due Current Charges Due Date
Bryn Mawr, PA 19010-3480 www.aquaamerica.com July 21, 2016 $ 1,640.37 August 12, 2016
Meter Data Meter Size Billing Period Days Read Type Mefer Readings Usage Units
087671035 58 071918 32 63980 490  Cubic Feet
0676 63490
Average Daily Usage = 15 Cubic Feet TolaiDays: R Total Usage: 480  Cubic Fest
4 CF equals 7.4805 galions
Billing Detail Water Usage History
- -Amount Owed from Last Bill............... e veeseeee e $ 1,502.15 o
Total Payments RECEIVEG...........ovvveeeersermssersssensososssseoens 0.00 . x
. Remaining Balance............cuevemvernvevncrrecronssesnssrorssens 1,592.15 Sm 00
Customer Charge.... . 9.00 3 .
3,665 gallons @ $O 01 01625 per galfon ................ 37.25 g"“ JOO0S
Total Water Changes .........ooceceeeievriiecirecsece e 46.25 < -
S.1.C Waler Charge.........ov e rmsecrinennsssssmsesssnessessens 1.97 ol —
Amotint Due ON or BEFORE 081216 .......ooovorvrrererenes $ 1,640.37 i Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun
Amount Due AFTER the Curtent Due Date.......c.ccevuenee $1,642.78 Read Types: R Actual O estimated B8 customer

® Would you like to quickly and easily learn important information about your water? Please fet us know how you want to be contacted via owr new

automated nofification system by ¢licking on the Aqua Notify button af www.aguaamerica.com. 2
* The due date refers to curent charges and any deferred payment amount only. 1If you do not pay your bill on fime, your service could be subject to G

interruplion. To ensure proper credit, please remember to provide your fuil 16-digit account number when paying your bill.

it bt e P+ e, . e e

Keep top portion for your records.
Return this portion with your payment.

AQUA  Water Bill

Aqua Ohio Inc.
762 W, Lancaster Avenue « Bryn Mawr, PA 19010-3489

PLEASE DO NOT REMIT PAYMENT TO THE ABOVE ADDRESS

Cye=22MI 1up=1728351 20684 1 AV 0'%2;:?:

*xAUTOx*SCH 5-DIGIT 43301 { 77451 A3H
MARK K. KELLEY
PO BOX 1751

MARION OH 43301-1751
g‘ﬁ% |hlh||||lll||“|ll|r||lll!ulll"Iutll“lllfll"Itllllmlull:

AR LA ...

Service To:
MARK K. KELLEY
444 BLAINE AVE
MARION, OH 43302-4826

Account Numbey - Please print on your check -

001945994 1310637

On or Before Pay This Amount
08/12/16 $ 1,640.37
After Pay This Amount
08/12/16 $ 1,642.78
Amount Enclosed

L) O

Please make check payable to
Aqua OH
MAIL TO ADDRESS ON BACK OF THIS STUB

0019459941310b37000000:640374
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_ Proposal |

G roul l“r eor [Lj L(g PROPOSAL NO.
G397 435 4544 SHEET 0.
DATE

PROPOSAL SUBMITTED TO: \WORK TO BE PERFORMED AT:
( TANE ADDRESS
ADDRESS

Y4y Blatwy

DATE OF PLANS

Nactew 9y 360 63%Y

PRONE NO. ABCHITECT

We heraby propose to fumish the materials and perform the labor necessary for the completion of

{. -t’_?a-} r L-f.ul{; /Am.o

&
S:‘QeuxJL —-l’o lyo—rcjr\ wey [500

Staeodk i?: Ig.,,.@;i.’ew noi gaooo

IV»LL.;JQ &H /a.‘w' ow-) M:’U" <.[

-All material 1s guaranteed to be as specified, and the above work to be performed in accordance with the drawings and specifications submitied for
above work and completed in a substantial woerkmanlike manner for the sum of

Dollars (5 ) with payments to be made as follows.
Any alteration or deviation irom above specifications Involving ex-
tra costs will be executed only Uipon written order, and will become Respectiully al
an extra charge over and ebove the estimate. All agreements submitted
cuatingent upon strikes, accldents, or delays heyond our contral. -
Per

Note — this proposal may be withdrawn by us if not aceepted within days.

ACCEPTANCE OF PROPOSAL
The above prices, specifications, and conditions are satlsfactnry and-are hereby accepted. You are autherized to do jhe work gs'specified. Payments will
be made as outlined above.

Signature
d)ate ? é 'bw M/é Signature
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Agqua America, Inc.
762 West Lancaster Avenue

Bryn Mawr, PA 19010
- Atin: Ohio Leak Adjustments
Fax: 866-667-2638
N Email: ACOOH@AquaAmerica.com

OHIO LEAK ADJUSTMENT REQUEST FORM

Aqua is not responsible for leaks that occur at the customer’s property. However, Aqua may
grant a credit adjustment to an account when a major leak has occurred on the customer’s
service line which requires repairs and has caused significant excessive increase in
consumption. Before Aqua will consider granting an adjustment, the leak must be repaired and
the appropriate written documentation must be provided to Aqua. Receipt of documentation in
and of itself does not qualify a customer for a credit. A review of your documentation will
determine if a credit can be granted. If your request is denied, you will be notified in writing.

Please complete, sign and return this form to Aqua along with copies of repair bills and
receipts that confirm the repair work that was done. '

If approved, the credit will appear on your billing statement. Please allow two billing cycles
for an approved adjustment to appear on your bill.

The possibility of a credit adjustment will not prevent collection action on past due balances.

Aqua may only grant one leak adjustment per account per calendar year.

Customer Name: /% < /é 7/{ // i

" (Please Print) /

Service Address: 44¢ g/ﬂ;ﬁ( %ﬁ
City: //@F 420 State/Zip: Ohio /7302

Account Number: 0 0 / 745 ?74 / 3 / é é3 7

Date Leak Fixed: é ’9’(?5/4 Phone No.: 7‘7/0 5 40 ) ng f"

Billing Month(s) Affected: /7,27 ~Jorne —_7?)/7, 20/E

Customer Signature: @/’%/ ‘/_% ‘M Date: _B-,2-20/6

February 27, 2015
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