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Beth Bosch
ICC Orders Illinois American Water to Correct
Billing, Metering and Hydrant Inspection Problems
The Illinois Commerce Commission Wednesday ordered Illinois American Water Company to begin immediately to correct billing, metering and fire hydrant inspection issues that have caused confusion and concern for the company’s customers.
The order addressed issues raised in complaints filed in 2005 and 2006.  Among the allegations in the complaints were that water and sewer service rates were too high, fire hydrants in several service areas did not work or required maintenance, meters were not tested in a timely manner, bills were improperly estimated, consecutive bills showed no usage, and unexplained bill spikes.
The Commission directed Illinois American Water Company to:

· Complete testing of all fire hydrants, including valve testing and maintenance inspections for the entire Chicago Metro and Champaign service areas within one year and to file a report on the inspections and maintenance with the Commerce Commission;

· Hire an independent accounting firm within 90 days of this order to review the meter exchange audit, in which the company replaces older “odometer” style meters with radio read meters.  The company previously agreed not to issue back bills to customers for the difference between the readings of older meters and new radio read meters ;
· Complete replacement of all older model water meters in the Chicago Metro service area by then end of 2007 and older meters within all divisions by 2010; and to consolidate meter information for all service areas, including amending tariffs to provide one unified set of rules, regulations and conditions of service for all service areas in the state; 

· Develop a new training program for customer service representatives who interact with the public and report back to the Commission within 60 days of this order on the implementation of such training. 

· Notify Chicago Metro division customers annually of water restriction provisions, and provide customers and business offices with an informational booklet describing the utility’s credit and collection practices; and,

· Print fixed and variable purchased water and purchased sewage treatment charges, along with gallons used in the calculation of customers bills, as a separate line item on the bill, along with the time period the bill covers.
The Commission issued specific deadlines for inspections and maintenance, meter replacements, customer notifications and customer service improvements and determined it would reopen the company’s last rate case to determine the reasonableness of rates currently charged for those services if Illinois American fails to file a rate case within six months. 
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