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January 9, 2020

TO: LOCSD Board of Directors

FROM: Ron Munds, General Manager
Jose Acosta, Utility Systems Manager

SUBJECT: Agenda Item 8B — 1/9/2020 Board Meeting
Customer Dispute Regarding High Water Bill at 572 Baywood Dr.

DESCRIPTION
Customer is contesting a high water bill and requesting a credit to their account for a high
water bill received for the September/October billing cycle. The customer is contesting the

high water usage and the meter read reflected on the water meter.

SUMMARY OF STAFF RECOMMENDATION

Staff recommends that the Board adopt the following motion:

Motion: | move that the Board deny the request for a credit for the customer’s high
water bill received during September 10, 2019 to November 12, 2019 billing cycle
based on the District’s policy to only adjust bills associated with water service line
leaks.

DISCUSSION

During regularly scheduled meter reads on November 12,2019, Mr. Schermerhorn, at 572
Baywood Way was recorded using higher than normal usage, the read was 386, the read
from the previous cycle was 310. This resulted in the residents receiving a bill for 76
units/$863.75 (9/10/19 to 11/12/19), invoice date was November 20, 2019. Water crews
routinely verify the meter read within two days of the original read if the read comes in
higher than normal. When the meter in question was re-read, on November 14, 2019, the
read was 386, and the leak detector was not turning.

On November 20, 2019 the customer contacted the District office to discuss the high bill,
at this time the Utility Billing Specialist compiled a work order to get another re-read, and
the read on this date was 388. The customer made an initial request to be placed on the
agenda to go before the Board to request an adjustment to the higher than normal bill.
District staff contacted the customer and requested that staff complete a two week period
of reading the meter, with the irrigation system on for one week and off for the second
week. The customer agreed, and on December 3, 2019 the Utility Billing Specialist
compiled another work order for the meter to be read for two weeks, on three separate
dates. The reads are below:

Date Time Read
12/3/2019 1:24pm 389
12/4/19 1:36pm 389
12/6/19 1:05 pm 389
12/9/19 1:57pm 389
12/11/19 3:35pm 390
12/13/19 12:49pm 390

The reads show that the usage on the property was back within the “normal” range and no
leak was present at the time of the reads and re-reads.

The residents were contacted by Jose Acosta, Utility Systems Manager to discuss the high
usage and offer a bill amortization plan for repayment. The resident expressed their
disagreements with the readings and requested to be placed on the agenda for the next
Board meeting, January 9, 2020. Attached is the email with the residents request. Per
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District policy, the Utility Billing specialist contacted the customer to make a payment equal to their average usage
for the previous two cycle’s usage, approximately 13 units at $160, and prior to being placed on the shutoff list, until
the Board renders their decision on this matter at the January Board meeting.

SUMMARY

Attached is Mr. Schermerhorn’s transaction history, a copy of their bill, and copies of the work orders. Staff believes
that the water passed through the meter, currently there is no leak, and the meter readings are accurate. District
policy is to only provide a billing adjustment if there is a service line leak and it is repaired in a timely manner (policy
attached). Since the customer’s situation is outside staff's authority for an adjustment, staff is asking for Board
direction on resolving the issue. As an alternative, the Board could consider a one-time leak credit based on the
customer’s past water use and payment history.

EINANCIAL IMPACT

If the Board determines an adjustment is warranted, the water revenue will decrease by whatever amount the Board
decides to credit this account.

Attachments

01/09/20 -8B -2



Los Osos CSD
Notes Report

Limited to Date Range: 01/01/2019 through 12/27/2019
Limited to Individual: 04939
Sorted by Account Number

Print

Account No. Location No Customer Name Date Category Subject On Bill
04939 01640 RICHARD SCHERMERHORN 01/18/2019 PDF E-BILL SENT PDF BILLS SENT No
Note: PDF BILLS NOTICE SENT TO CUSTOMER

03/20/2019 PDF E-BILL SENT PDF BILLS SENT No
Note: PDF BILLS NOTICE SENT TO CUSTOMER

05/20/2019 PDF E-BILL SENT PDF BILLS SENT No
Note: PDF BILLS NOTICE SENT TO CUSTOMER

07/19/2019 PDF E-BILL SENT PDF BILLS SENT No
Note: PDF BILLS NOTICE SENT TO CUSTOMER

09/20/2019 PDF E-BILL SENT PDF BILLS SENT No
Note: PDF BILLS NOTICE SENT TO CUSTOMER

11/18/2019 ACCOUNT NOTE High Consumption No
Note: Customer was on hi/lo report with higher than normal usage, 76 units. Re-read was correct, leak indicator was not spinning at the time of re-read.

11/20/2019 PDF E-BILL SENT PDF BILLS SENT No
Note: PDF BILLS NOTICE SENT TO CUSTOMER

11/20/2019 ACCOUNT NOTE High Consumption Customer Communications No

Note:

Susan called in response to E-BILL. I agreed her usage was very high and that the CSD is not authorized to give a leak credit but that she could go before the Board on Dec. 13,
2019. She will put in writing her thoughts and submit a request for help and to go before the Board.

They have many plants, an irrigation system and they do employ a Landscaper. Sent a Work Order for a re-read..

11-27-19: Updated Susan on work order results: 2 units in 9 days. No leaks.

Susan stated they had been checking their meter and did not see the leak indicator spinning. The checked with the irrigation on and then off.

ESCALATING TO ALICIA.

Note:

12/03/2019 ACCOUNT NOTE Payment Arrangement and 2 Week Reads No
Susan and Richard Shermerhorn had a high usage during their last billing cycle, 09/10/19-11/12/19. As their last 2 cycles were 12-13 units, and prior to that 7-9 units, this last was 76

units. Notes on the account state the irrigation and plants on property, as well as their attempt to check the meter.

I spoke with Susan regarding payment arrangements as well as the 2 week observation option. I did state this would be the process prior to her making a request to go before the
board as she had inquired. Current payment arrangement is average of last 2 billing cycles, about $160 which will be due by 12/15/19. Exemptions have been set on the account until
matter has been resolved, which at time, arrangement will be revisited.

12.13.19- completion of work order. Provided information to Jose for review and to contact customer. Please see attached.
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LEAKS & HIGH USAGE INQUIRY

DATE: ¢/ -0 —§9 | DATE COMPLETED:

@. Owner/Rental Agent Business Business Owner

RENTAL: Tenant Pays Owner Pays Single Residence: _  Multi Dwelling: __ #/Units: ___ #/Meters: ___
yioood Lo

Accountt: 493G RECURRING PAYMENT: /

Address: & 72 ,é‘

Other Addresses:
Phone: 203 778 Ro3 &

FOLLOW-UPS:

1. Report of aleak Who Reported:

Date Leak Reported NOTES:
Date Leak Occurred
Date Repaired
Work Order:
Account in CUSI was noted & updated as needed, w ow . Logged into Leak Book.
2. High Usage Inquiry: On Hi-LO Report: __l/ Inquiry:_f_/ Other:
Do you have: NOTES: & .; ha g4 mcm.% p}@’ﬁ‘?ﬁi’%,
mjj";/m frrigation: @ No |o temefs ovee 7 J‘*—ys
_E/_Landscaper: @ No E& “re 2/ - ﬂéwg Aos /d—//mﬁ { ?

Check your timer settings.
Check with your Landscaper.

** We suggest you consider the following as possible causes of your elevated water consumption:
___ Faulty plumbing fixtures: Toilet, shower heads, faucets inside and outside. Toilet leaking. (Leak Tablets)
_____Underground service line break. ***The line from the meter to the residence/business.

- Do you know how to read your meter?  ***Brochure is on line or in office.

____Doyoukeep an eye on your meter?

Do you know how to turn off your water at the house level?

N g;\

19 Work Order: 3.&4@;‘5’

f21 Ronits jn ?efc@;gﬁ g Jaak
sﬁé Account in CUSI was noted & updated as needed. f;g $ Logged into Leak Book.

4o Alvent J]-27-19
igfiicffﬁ”/@ 7M$M 1o 9o %}Y& %@W@

ACTION £35ealatin




Los Osos CSD

Notes Report
Account No, Location No Customer Name Date Category Subject _
04939 01640 RICHARD SCHERMERHORN 11/20/2019 ACCOUNT NOTE High Consumption Cx

Note: Susan called in response to E-BILL. Iagreed her usage was very high and that the CSD is not authorized to give a leak credit but that she cc
2019. She will put in writing her thoughts and submit a request for help and to go before the Board.
They have many plants, an irrigation system and they do employ a Landscaper. Sent a Work Order for a re-read..

11-27-19: Updated Susan on work order results: 2 units in 9 days. No leaks.
Susan stated they had been checking their meter and did not see the leak indicator spinning. The checked with the irrigation on and then off.

ESCALATING TO ALICIA.

11/27/2019 01:03:08 PM Notes Report



Los Osos CSD

Usage Report

From: 10/01/2018 Through: 12/27/2019
Sorted By: Account Number

For 04939
Location No Acct No. Name Service Address Route
Change Prior Prior Current Current
Meter No. Out Size Service Tran Date Measure  Act Usage Bill Usage Adj Usage Adj Amt Charges Date Read Date Read
01640 04939 RICHARD SCHERMERHORN 572 BAYWOOD WAY 201
35029433 5/8"METER  WATER 11/20/2018  Cubic 8 8 0 0.00 123.25 09/10/2018 253 11/07/2018 261
35029433 5/8"METER  WATER 01/18/2019  Cubic 8 8 0 0.00 123.25 11/07/2018 261 01/08/2019 269
35029433 5/8"METER  WATER 03/20/2019  Cubic 7 7 0 0.00 115.50 01/08/2019 269 03/12/2019 276
35029433 5/8"METER  WATER 05/20/2019  Cubic 9 9 0 0.00 131.00  03/12/2019 276 05/08/2019 285
35029433 5/8"METER  WATER 07/19/2019  Cubic 13 13 0 0.00 167.25  05/08/2019 285 07/09/2019 298
35029433 5/8"METER  WATER 09/20/2019  Cubic 12 12 0 0.00 157.75  07/09/2019 298 09/10/2019 310
35029433 5/8"METER  WATER 11/20/2019  Cubic 76 76 0 0.00 863.75 09/10/2019 310 11/12/2019 386
Totals for Customer/Location/Service: 04939 / 01640 / WATER 133 133 0
Grand Totals
WATER Cubic 133 133 0 0.00 1681.75
Number of Accounts 1
Number of Locations 1
Account/Location Combinations 1
12/27/2019 11:15:33 AM Usage Report Page Number: 1



RECEIVED 11/21/2019 (2: 26PH 18055282587 WATERYARD

1112112018 08:96 LOS 0305 C3D {FAXIB05 528 9377 P.OG2I003
Los Osos CSD | Work Order
Work Order No: 000000003608 Work Order Code & Dese: PRF - PROOF READ & CHECK
Information Assigned by Office
Name: _RICHARD SCHERMERHORN Prone Mo: {30381 8-0840
Service Id: 01640 : Issue Date: 11/20/2019 15:09
Account Wo:  _{4939 Process Date: 11212019
Route: 21 READ SEG00205 Prooess Time: 03:30 PM
Address:  _37) BAYWOOD WAY . Requested By:
Meter No: 15026433 Assigned To: By GG

Comments: ppp . pROOF READ & CHECK LEAKS
Please read and check for leaks. Customer was on Hi-lo Report with a read of
- 76 Units. They have many plants, an irrigation system and they do employ a
Landscaper. I will «all Customer with results. Thank You

Information From the Field

i Remote Meter No: QB13371126
Old Meter Reading: Old Meter No- 35020433
New Meter Reading: New Meter No: Seal No:
Location: L Previous Resds  386.00000 Date:  11/12/2019
Work Dong By: ﬁfﬁi’ R&gm Date Completed:

Meter 5@?9@@9 i) E@@Jﬁ&

Time: [R:45

FOLLOW UP REQUIRED? Mo




RECEIVED 12/03/2019 06: 46PM 18050282387 WATERYARD '
1210312013 13116 L0 0805CSD {FAX)05 528 8377 F.001;001

Wo er

Waork Order Code & Deser MIS - MISCELLANEOUS WORK

Los Ozos CSD
Work Order No; 000000003620

Information Assigned by Office

Name: _RICHARD SCHERMERHORN Phone No: {208 12-0840
Service Id: _D1840 Tssue Dute: 12/63/2019 13:10

Account No: 04039 Process Date:  _12/03/2019
Rouwte: 201 READ SEG:002035 Process Time:  _0L:30PM

Addressr 572 BAYWOOD WAY Requested By:
Meter No:  _35020433 Assigped To: By:_AZ

Comuments: yrg _ MISCELIANEOUS WORK

Due to high consumptions, per Jose, will conduct 2 weeks of reads for

customer. Flease note the following days for reading:
TUES-12/3, WED- 12/4,FRI- 12/6~ note irrigation is off and will be turned

back on during weskend. ,
MON- 12/9, WED- 12/11, FRI 12/13 /\?ZF%“
Will notify customer of resuilts when completed Jm- ‘”-"q« D
y ¥ tww‘
Information From the Field
HRemote Meter No: 0813371126
£ : 35029433
O1d Meter Reading: Old Meter No ‘
_—. New Meter Reading: New Meter No: Seal No:
Location: L Previous Read:  386.00000 Date; 1111212019
‘Work Done By: L/l fo u’:zdi SR RE Date Completed: /=2 fi’.ir’ﬁjf / 7

k. {i:24 ﬁm_} L.‘S? D4 ~ seamich ON — inDiCATER  NOTT SZaNIAl~,

9'; ,f 3 ) g ey > e i ~, Py — w b e -
gl fi«j(«;@m\g* O589 98 - iNMEATOR. WNOT  <pimand.
(j /iog” Pm) 038772 ~  nNp L0 Moveued T @
CEW 57)  0389.9 plo 2. thoyeuen7 (0P )

/ /5. 35 ) L yii Mo L. ) mMpveriEnT @
{4 7 MJ RSN f'f-f ' AT AR A /fﬁf G077 RPINNING
. B !!
FOLLOW UP RE Ve S
QUIRED? =
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