* W-0/303-10-004g (i

ARIZONA CORPORATION COMM
UTILITY COMPLAINT FORM

Investigator: Richard Martinez , ;
Priority: Respond Within Five Days

Opinion No. 2014 - 116874 Date: 7/1/2014
Caomplaint Description: 08A Rate Case Items - Opposed
N/A  Not Applicable
Complaint By: Anette Beebe ORIG I N
Account Name: Anette Beebe Home = | AL
Street: Work:
City: Sun City West CBR: ane
State: AZ Zip: 85375 is: E-Mail

Utility Company. EPCOR Sewer *AAWC

Division: sewer
Contact Name: Contact Phone:
Nature of Complaint: . . -
b Arizona Corporation Commission
Docket No:W-01303A-10-0448 D O C K ET E D

JUuL 2 2014

From: Util-PublicComment _

Sent: Tuesday, July 01, 2014 2:13 PM DOCKETED BY %
To: Util-PublicComment j >
: L ! o N
(7
Subject: Public Comment O

Name:RAnette Beebe
Date:7/1/2014

CityStateZip:Bun City West, Arizona 85375
Ikt TS V V13

DocketiAnene beebe
DocketNo:W-01303A-10-0448
Utility:EPCOR Water

G2 3 WY 2 nrnm

Comments:

JIADJUSTMENT FEE" On June 11th | noticed an "adjustment" fee on my water bill reflecting the bill date of June
10, 014. it wasn't mixed in with the information on the back, rather it was right on the front of the statement. I've
only been in the neighborhood since the middle of October but | have seen this "adjustment” fee on my bill twice
now. Once in December 2013 ($3.10) and then again on the June 10, 2014 bill ($2.31).
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It caught my eye because it showed up as a "Total Prior Balance" and listed $2.31 - which of course | thought
was odd because | paid the amount due last month in full. My thought was: What is this "adjustment"? Being
curious | broke out my folder of the EPCOR bills and compared everything. Last month my emailed bill showed
$154.04. What did | pay? $154.04. What did they have on file that | paid per their bill? $154.04. Yet they showed
this "adjustment” as if it was some previous a lance from the month prior. | even went back through every bill to
ensure | didn't goof somewhere..and research indicated | have missed nothing..and have not been late on a
payment. Not understanding what was the matter | called EPCOR at (800) 383-0834 on June 12, 2014 at 9:14
am. | was disconnected before | even got to a customer service representative. So | called back again at 9:18
am and spoke to a female Customer Service Representative ("CSR") whose name | believe sounded like
Latisha. | failed to get the proper spelling of her name. The CSR advised me that the $2.31 "adjustment” was a
LATE FEE. | told her that | was not late paying the bill - that | scheduled the bill to be paid on time, just like to do
every month, through my bank. | was then advised that EPCOR doesn't accept EFT's and therefore my bank
sends them a check.. This | knew - but my bank sends out the paper checks so that the payments are received
on time. | have never had a problem with that and | told the CSR that. She advised me that the payment was
posted on June 3rd and not May 29th and that checks like this can take 7 days to post? Say what?! If that were
the case | would have had a late fee assessed every month for the prior 5 months that | have been using the bill
pay service through my bank for EPCOR. | advised her | would be checking my records and getting back to
them. | then went online and pulled my banking records - sure enough, records suggest that they made the
payment in time to be delivered on the payment due date. My bank had an option to do a payment inquiry for
situations such as this so | thought | would give that a try. On June 18, 2014 my bank sent me a message, which
I didn't obtain until today, July 1, 2014, that they had opened a file, assigned me a case number, and was
looking into the matter. | was further instructed to contact EPCOR and provide them with my consent for my
bank and another authorized agent could speak with EPCOR. Immediately thereafter | placed a call to EPCOR,
again at the (800) 383-0834 number.and like the last time, was disconnected before | ever reached a CSR. |
then calied back, noting the time at 11:30 am and finally spoke with a male CSR named Thomas. | explained to
Thomas that | had a billing issue with a late fee and that | needed to provide them with authorization to speak
with my bank because | got my bank involved in looking into the situation. The CSR seemed to get a little
weird/off-put when | mentioned that | got the bank involved. He took a long silent break with me on the phone,
made a comment, akin to a self-utterance, of "the 30th and then next business day being the 3rd which is why it
was considered late"..and there was another pause and he said that he would reverse the late fee. Interestingly,
this wasn't the same attitude | received from the last female CSR that | spoke with. She was very much placing
blame on me for failure to timely make a payment. Nevertheless, | thanked him but them told him | was still
having the bank look into why the payment didn't post on time - that | haven't ever had the problem and then he
took down my bank information. | then promptly called my bank. | advised that | provided EPCOR with all of the
pertinent information giving them authorization to speak with them about my billing situation and further advised
that they decided to reverse the $2.31 late fee charge that was on my account. | did, however, request that the
bank still look into the matter because of the alleged delay in payment and { am currently awaiting the outcome
of their investigation. POINTS: 1) Listing an "adjustment fee” is deceptive. | have been told of many other people
having very similar problems with their bills and these alleged "adjustment fee" and the only way you can find
out what the fee is for is IF you call, and IF you can actually get through to speak with a CSR about the issue. If
it's a "late fee" then why not state that right on the bill? 2) | would like to know how many people are, properly or
improperly, being charged an "adjustment fee” and the people don't notice. EPCOR BILLING In looking at the
bills from the past months | have notice that my bills are IDENTICAL or NEARLY IDENTICAL in price (February,
April and May), often being the IDENTICAL price of others in the community as well. How does that happen?
The wastewater treatment fees are outrageous! November 12, 2013 - $206.61 = $79.16 for water and $90.69
for wastewater + tax - credits associated with the White Tank HUF Commodity Credit and the White Tank HUF
Basic Service Credit (apparently there was a water leak) December 11, 2013 - $147.18 = $53.31 for water and
$90.69 for wastewater + tax - credits associated with the White Tank HUF Commodity Credit and the White
Tank HUF Basic Service Credit January 13, 204 - $146.55 = $49.13 for water and $94.51 for wastewater + tax -
credits associated with the White Tank HUF Commodity Credit and the White Tank HUF Basic Service Credit
February 12, 2014 - $154.03 = $44.94 for water and $106.43 for wastewater + tax - credits associated with the
White Tank HUF Commodity Credit and the White Tank HUF Basic Service Credit March 11, 2014 - $142.61 =
$40.76 for water and $99.44 for wastewater + tax - credits associated with the White Tank HUF Commodity
Credit and the White Tank HUF Basic Service Credit April 9, 2014 - $154.04 = $44.94 for water and $106.43 for
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wastewater + tax - credits associated with the White Tank HUF Commodity Credit and the White Tank HUF
Basic Service Credit May 9, 2014 - $154.04 = $44.94 for water and $106.43 for wastewater + tax - credits
associated with the White Tank HUF Commodity Credit and the White Tank HUF Basic Service Credit June 10,
2014 - $167.36 = $57.50 for water and $106.43 for wastewater + tax - credits associated with the White Tank
HUF Commodity Credit and the White Tank HUF Basic Service Credit POINTS: The rising cost of the
wastewater charges is a cause of great concern. EPCOR's solution seemed to be "bring more customers to
share the expenses with” concept. The thing of it is, EPCOR, has NUMEROUS clients throughout Arizona and
New Mexico, and many parts of Alberta and British Columbia in Canada to share costs with. And the company
must not being doing too bad because the ACC apparently approved on October 16, 2013 a joint application
filed by EPCOR Water and North Mohave Valley Corporation to acquire the assets and service area of North
Mohave Valley corporation in Bullhead City. ARE WE PAYING FOR THAT BUSINESS DECISION? Rates are
increased here for the Agua Fria district while EPCOR continues to accumulate assets in other areas? What
other rate increases for other areas have been approved? Thus far, based on the little information | have, this
entire billing practice seems grossly unfair.

**ALSO FILED AS A COMPLAINT AGAINST THE COMPANY--Complaint # 116872*******+¥xxxrirx
*End of Complaint*

Utilities' Response:

Investigator's Comments and Disposition:

7/01

Emailed to the Phoenix ACC office for docketing.
FILE CLOSED.

*End of Comments*

Date Completed: 7/1/2014

Opinion No. 2014 - 116874




