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The PSC Can Help Solve Customer Complaints 
By Robert Cramer, Consumer Affairs Technician, Water and Wastewater Division, Public 

Service Commission of West Virginia 

 

The Public Service Commission routinely receives customer 

complaints involving applications for service, denial of service, billing 

related issues, deferred payment plans, leak adjustments, terminations and 

extensions to unserved areas. The vast majority of these complaints are 

handled through the Commission’s informal complaint process by the 

Water and Wastewater Division. A staff member will contact the utility 

during the review of the complaint so an informal recommendation can be 

provided in an attempt to resolve the situation. So how can a utility help 

in timely resolving these complaints? 

 

Utilities can assist in timely resolving issues by processing 

complaints as required by Water Rule 4.5 and Sewer Rule 4.5 which state: 

 

4.5.a. Investigation of complaints. – Each utility shall 

make a full and prompt investigation of all complaints 

made to it by its customers, either directly or through the 

Commission. In the event that the complaint is not 

resolved, the utility shall, before service is discontinued, 

notify the customer that he may file an informal or formal 

complaint with the Commission. 

 

4.5.b. Record of complaints. – The utility shall keep a 

record of all complaints received, which record shall show 

the name and address of the complainant, the date and 

character of the complaint, and the adjustment or disposal 

made thereof. 

 

4.5.c. Disposition of records. – Records of complaints 

shall not be destroyed until a summary has been prepared 

for permanent record, showing the character of 

complaints made, the number of each type received in 

each month, and the disposition of the complaints. 
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 If the utility is complying with the aforementioned Rules, it will help to document the concerns 

raised by the customer, actions taken by the utility and whether the situation was resolved, etc. 

 

Staff of the Water and Wastewater Division process thousands of informal 

complaints each year in an effort to timely address issues. Our review will consider 

the particular facts presented in relation to the Commission’s respective Rules, 

West Virginia Code and precedent cases in making our informal recommendation 

to address the situation. In many situations we find that the utility has acted 

accordingly and our recommendation will support the utility’s actions. However, in 

other situations it is apparent that the utility didn’t comply with particular 

requirements and our staff will recommend the utility take corrective action to 

resolve the complaint. 

 

While we make every effort to resolve informal complaints, there are instances where the customer 

is not satisfied with our recommendation and may decide to pursue their complaint through the filing of a 

Formal Complaint with the Commission. Thus, it is imperative for the utility to have the required 

documentation to support actions it has taken. Should you have any questions, please contact the staff of 

the Water and Wastewater Division for additional information. 
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Pre-Planning & Pre-Design Meetings Are a Good Idea! 
By Jefferson E. Brady, P.E., Engineering Section Manager, Division of Water & Waste Management, West Virginia Department of  

Environmental Protection  

 
Every project funded by the Clean Water State Revolving Fund Program (CWSRF) must submit a 

set of plans and specifications to the engineering section for review and approval. Hopefully, this submittal 

does not come as a total surprise; however we continue to receive a few unexpected submissions. Owners 

take a big risk signing agreements or directing work to be performed without first consulting with the 

CWSRF and the Public Service Commission of West Virginia. Failure to consult with our office concerning 

projects for which you wish to receive CWSRF assistance violates Title 47 Series 31 Sections 5.1.a., 7.1.a., 

and 8.1 of the Legislative Rules and jeopardizes approval of potential loan applications, facilities plans and/

or plans and specifications. The cited sections deal with pre-application meetings, pre-planning meetings and 

pre-design conferences. These requirements are meant to foster agreement between all parties regarding the 

scope and broad details of potential projects. When these steps are omitted, extra expenses are often incurred 

and the municipality or PSD could be liable for invoices that may be deemed ineligible for CWSRF funding. 

 

It is better to complete the planning phase of a project before proceeding with the design phase. Dur-

ing the planning phase the alignment of the sewer lines, pump station sites and potential treatment plant sites 

are evaluated. The need for the project is presented and the scope of the project is established. 
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An environmental assessment is also performed during the planning phase. Public participation 

and input are sought. Changes are often made during this phase, which affect the design. So to avoid addi-

tional expenses for redesigns, do not authorize design until planning is com-

pleted and approved. Over the years we have experienced many cases where 

designs were completed or underway and changes had to be made due to 

issues which should have been caught during the planning/pre-design stage. 

 

Plans and specifications are reviewed with the intent to ensure compliance 

with applicable regulations and design standards. Another major objective in 

the review is to find any errors or omissions in the documents. The more 

complete and accurate the report, study, facilities plan, plans and specifications, the more efficiently and 

economically the project proceeds. Many arguments and misunderstandings can be prevented if each step 

is carefully completed. 

 

When appropriate, a pending approval letter may be issued with the items noted for correction. 

This method may be used when time is critical or when the items needing correction are considered minor. 

Some comments are offered for consideration to improve the project, based on our experience, but are not 

mandatory changes. If all plan and specification deficiencies have been corrected and revised plans and 

specifications resubmitted, then an approval letter will be issued. 

 

Please contact us when a need for planning a project is realized. Our staff will be able to provide 

guidance for your project from inception through construction. Give the CWSRF a chance to offer our as-

sistance and a low interest loan.  

 

Tapper Says: 

 

Upcoming Seminars 
 

PSD Board Member Seminar, April 4-6, Bridgeport, 

Register by March 21 

 

Managing Your Employees to Avoid Legal Conflict, April 30, 

Charleston, Register by April 16 

 

Utility Office Works, May 30, Morgantown, Register by May 16 

 

Safety Seminar, June 26, Morgantown, Register by June 12 

 

Classes count toward Continuing Education Hours. 

 

Register at:  

http://www.psc.state.wv.us/scripts/SeminarRegistration/default.cfm  

http://www.psc.state.wv.us/scripts/SeminarRegistration/default.cfm
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Defining Point of Service for Water Utilities 
By Jim Ellars, Manager, Engineering Division, Public Service Commission of West Virginia 

 

The Public Service Commission’s Water Rules include provisions to help establish the delineation 

of responsibilities between the customer and utility regarding the installation, operation and maintenance 

of service lines:  

 

For water utilities, such delineation is provided for in the following key provisions of 150 CSR 7: 

 Rule 1.7.k (the “Point of Service”) – generally states that this location is at the customer’s 

property line unless provided for elsewhere in a user’s agreement between the utility and 

the customer 

 Rule 1.7.f (the “Customer’s Service Pipe”) – that portion of the service pipe from the 

point of service to the structure or premises supplied, installed at the cost and expense of 

the customer 

 Rule 1.7.r (the “Utility Service Pipe”) – that portion of the service pipe between the dis-

tribution main and the curb cock or the inlet connection of the coppersetter at or near the 

customer’s property line or point of service, installed at the cost and expense of the util-

ity, regardless of the side of the road on which the customer is located in reference to the 

main line 

 

As is evident from the above-mentioned Water Rules, the property line 

generally delineates responsibility between the customer and utility. Moreover, 

regarding the location of water meters, Rule 3.2 states in part “… it is required 

that all meters should be located at or near the property line” or as close to it as 

practical given physical or other constraints. For single-family residential homes, 

this is usually a straight-forward determination. However, for other customer 

types, such as commercial, industrial, government or multiple occupancies, iden-

tifying the point of service can be more challenging. In these cases it is important 

to identify the location of existing property lines, subdivisions and any ease-

ments/rights-of-way. Also, the history of how service was provided to these customers and provisions in 

any previous agreements or contracts may also have a bearing on identifying the point of service. 

 

Rule 5.2 (Utility Service Pipe) describes basic provisions for the utility’s portion of the service line. 

Following are some of the key provisions: 

 The utility will furnish, install and maintain the utility service pipe and appurtenances 

between the main in the street up to the customer’s point of service at or near 90 degrees 

to the main, provided all such utility service pipes and appurtenances shall be installed 

only by the utility, unless by prior written agreement. 

 The utility determines the location of the utility service pipe. 

 The utility specifies the size, kind, quality and location of all materials used in the utility 

service pipe. 
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 The utility shall install and maintain, at its own cost and expense, the utility service pipe, 

regardless of the side of the road on which the customer is located in reference to the 

main line. The utility shall designate the point of service on the customer’s side of the 

road. 

 

Likewise, Rule 5.3 (Customer Service Pipe) contains provisions for the customer’s service pipe be-

tween the point of service and the premise that is served. It includes the following key provisions: 

 In general, there must be only one (1) customer service pipe required to serve a single 

premise. 

 The utility informs the customer of the location of the point of service. The customer 

then installs the customer service pipe from the premise(s) served to the point of service. 

 The customer’s service pipe is maintained by the customer at his own expense. 

 Utilities can specify the size, kind, quality and location of all materials used in the cus-

tomer’s service pipe and the customer is required to comply with the utility’s specifica-

tions (Rule 5.3.g). This includes material and/or installation specifications. 

 The customer’s service pipe must be laid below the frost line, and installed in a trench at 

least two (2) feet in a horizontal direction from any other trench (gas, sewer, etc.).  

 Other than long-service lines, a customer’s service pipe cannot pass through any property 

other than the premises to be served, nor across any portion of the property that could 

“practicably be sold separately” from the immediate premises served. 

 The utility may require an inspection of the customer’s service pipe prior to service being 

provided. 

 

As always, the Commission’s Engineering staff is available to assist utilities when questions arise 

regarding the points of service to customers. 

Recent Tariff Rule Revisions 
By Stephen Edens, Utilities Analyst I, Water and Wastewater Division, Public Service Commission of West Virginia 

 

On January 9, 2019, through General Order Numbers 183.09 and 182.13, the Public Service Com-

mission adopted amendments with modifications to the Rules for the Construction and Filing of Tariffs 

(Tariff Rules), 150 C.S.R. Series 2, and Rules of Practice and Procedure (Procedural Rules), 150 C.S.R. 

Series 1.  

 

The updated Procedural Rules and Tariff Rules are available on the West Virginia Secretary of 

State’s website: 

Procedural Rules: http://apps.sos.wv.gov/adlaw/csr/ruleview.aspx?document=16793 

Tariff Rules: http://apps.sos.wv.gov/adlaw/csr/ruleview.aspx?document=16792 

 

This article will focus on the Tariff Rule changes adopted in General Order 183.09. However, both 

http://apps.sos.wv.gov/adlaw/csr/ruleview.aspx?document=16793
http://apps.sos.wv.gov/adlaw/csr/ruleview.aspx?document=16792
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General Order 183.09 (Tariff Rules) and General Order 182.13 (Procedural Rules) became effective Febru-

ary 8, 2019. 

 

Background 

Senate Bill 234 (SB234), effective June 12, 2015, modified 17 separate articles of the West Virginia 

Code and introduced sweeping changes to Commission jurisdiction over certain public service districts, 

municipal utilities and cooperative utilities. Changes brought by SB 234 involve substantive and proce-

dural modifications to the ratemaking process. Further statutory changes were passed in House Bill 3096 

(HB3096), effective July 7, 2017, and Senate Bill 10 (SBl0), effective March 10, 2018. 

 

On July 31, 2015, the Commission opened Case No. 15-1255-PSWD-WS-GI and initiated a Gen-

eral Investigation to determine the Commission Rules that should be revised to implement the statutory 

enactments. The Commission solicited comments on the impact of the statutory changes. By order issued 

May 10, 2018, the Commission proposed amendments to the Tariff Rules and Procedural Rules and 

closed the General Investigation. The proposed amendments made significant changes to the Rules, in-

cluding the increase of the annual revenue threshold for the filing for rate relief under Rule 19A from $1 

million to $2 million. The final Tariff Rules reflect the amendments necessary to implement the changes 

brought by SB234, HB3096 and SB10. Many of the rule amendments are stylistic or formatting changes to 

conform with the Secretary of State requirements. The final Rules adopted by this order also make gram-

matical revisions and are renumbered to comply with the Secretary of State requirements.  

 

Changes to Specific Rules 

Tariff Rule 14.4 was amended to implement the W.Va. Code §24-1-l(k) requirement for water and 

sewer utilities that are political subdivisions to create and maintain a cash working capital fund or reserve. 

 

Tariff Rule 20.1.1, regarding the cash working capital reserves, was amended to change the phrase 

“initial target” to “minimum target” to clarify that the sentence is referring to the calculated minimum 

cash working capital reserve amount. 

 

Tariff Form No. 8-B 1 is changed to “Notice of Application to Change Rates.” 

 

Tariff Rule 2.3 contains newly defined terms to distinguish between exempt, locally rate regulated 

and non-locally rate regulated utilities and deleting references to cooperatives from the definitions. W.Va. 

Code §24-2-4b, cooperatives are not subject to customer or revenue counts or percentage increase restric-

tions. Cooperatives are to remain regulated by the Commission upon a protest filed by at least 25% of 

members.  

 

Tariff Rule 2.3.7 was amended to accurately reflect W.Va. Code §24-2-4a requirements, replacing 

“and” with “or” because a district that fails to have either the threshold number of customers or the com-

bined revenues is disqualified from local rate regulation. 
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Tariff Rule 3.2 the Commission retained the requirement that tariffs filed with the Executive Secre-

tary be on paper measuring 8.5 x 11 inches to inform filers of the proper tariff size. The Commission modi-

fied the final Tariff Rules to include this previously deleted section. 

 

Tariff Rules 3.4.1 and 3.4.2 identify additional information that locally rate regulated municipali-

ties and districts must include with their tariffs. Staff proposed adding Tariff Rules 3.4.1.e and 3.4.2.e to 

require that new Tariff Form No. 15 and a copy of the adopted ordinance or resolution also be filed. New 

Tariff Form No. 15 provides, among other things, the number of customers, the amount of revenue pro-

duced from the rate increase, and the cash working capital reserve funding amount. Staff’s proposed 

changes were adopted. 

 

Tariff Rule 7.3.3 is modified to replace “public service district’’ with “Non-LRR Public Service 

District.” Tariff Rule 7.3.4 was changed to replace “municipality” with “Non-LRR Muni” because the 

section pertains to municipalities that are not locally rate regulated.  

 

Tariff Rules 7.3.4, 7.3.6 and 7.3.7 were amended to delete any reference to “cooperative,” 

“cooperative resolution” and “resolution of a cooperative board” because cooperatives do not have statu-

tory authority to place rates in effect subject to a refund. 

 

Tariff Rule 8.2.7 was amended to include language that states that notice by bill insert or separate 

mailing to the customers constitutes sufficient notice when a proposed rate change will affect 20 customers 

or fewer. 

 

Tariff Rule 12.1.6 was added, which requires filing of the new Tariff Form No. 15. This form re-

quires a locally rate regulated district to file certain information with the Commission within five days of 

adopting the resolution changing a utility rate or charge.  

 

Tariff Rule 14.1.2 added municipalities to the list of entities whose rate change may lead a natural 

gas, water, electric or sewer utility to seek accelerated recovery. Municipalities were added to the list of 

entities because they may resell utility services downstream that prompt a resale customer to request accel-

erated recovery for the associated increased costs.  

 

Tariff Rule 14.1.4 was amended to delete reference to “Staff’ because Commission staff is not re-

sponsible for filing tariffs. Tariff Rule 14.1.2, sets forth that utilities may file a request for staff to recom-

mend an amended tariff, but the utilities are ultimately responsible for filing the amended tariff sheets to 

initiate the accelerated ratemaking procedure.  

 

Tariff Rule 23 was amended to delete “LLR Muni” from the title because those utilities are exempt 

from Commission ratemaking authority and added “Water and Sewer Utilities, Municipal Gas Utilities, 

Telephone, Electric and Natural Gas Cooperatives” to the title for clarity. W.Va. Code §150-2-23 was 

modified to change the title to “Ratemaking and Appeals Procedure for Non-LRR Muni, Water and 
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Sewer Utilities, Municipal Gas Utilities, Telephone, Electric and Natural Gas Cooperatives.” 

 

Tariff Rule 23.1.4 was amended to add “notice shall be provided” because it clarifies that the no-

tice requirement is not optional. 

 

Tariff Form No. 4a and Tariff Form No. 4b, standard tariff sheets filed by water and sewer utilities 

were amended to revise the security deposit section to state the requirements that apply to public service 

districts and municipalities separately from those that apply to all other utilities. Additionally, it includes a 

section to address service charges for payments made by electronic funds transfer, credit card or drop box. 

Lastly, the maximum fee for returned checks is increased from $15 to $25 pursuant to W.Va. Code §61-3-

39e. 

 

Tariff Rule 14.1.3 and Tariff Form No. 8 are omitted from the Tariff Rules that required any natu-

ral gas, water, electric or sewer utility filing an amended tariff sheet pursuant to Tariff Rule 14.1 

(Historical Rule 30-B) to simultaneously publish initial notice of the proposed rate increase. The Commis-

sion discontinued the initial notice requirement of Tariff Rule 14.1.3 because often the rate increase re-

quired to recover the increased resale rate is unknown at the time a 30-B rate increase is filed. 

 

Tariff Rule 2.1 and Procedural Rule 2.1 replace the Code reference to W.Va. Code §24-1-1(b) with 

W.Va. Code §24-1-lb. 

 

WordPerfect software is incompatible with the software used at the Commission to accept and 

process electronic filings, therefore reference to WordPerfect is omitted from the Tariff Rules. Compatible 

and preferred software formats include Microsoft Word and Adobe Acrobat. Please note the Commission 

updated the Municipal Rate Change Guidelines based upon the changes to the Tariff Rules. You may re-

view these updated guidelines at: 

http://www.psc.state.wv.us/Municipal_Rates/default.htm  

 

As always, feel free to contact the Water and Wastewater Division with any questions or concerns. 

 

http://www.psc.state.wv.us/Municipal_Rates/default.htm
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Public Service Commission of West Virginia 
 

Water and Wastewater Division 

 

 

Dave Acord, Director               dacord@psc.state.wv.us         340-0366 

Lisa Coleman, Administrative Secretary    lcoleman@psc.state.wv.us       340-0459 

Nancy Tincher, Secretary            ntincher@psc.state.wv.us        340-0440 

 

 

Grants & Funding, Finance, Administrative, Office Operations 

Bill Nelson, Manager              bnelson@psc.state.wv.us        340-0445 

Steve Edens, Utilities Analyst         sedens@psc.state.wv.us         340-0769 

Versie Hill, Utilities Analyst          vhill@psc.state.wv.us          340-0870 

Alex Kovarik, Utilities Analyst         akovarik@psc.state.wv.us        340-0358 

Laura Leport, Utilities Analyst         lleport@psc.state.wv.us         340-0473 

Nathan Nelson, Utilities Analyst        nnelson@psc.state.wv.us        340-0479 

 

 

Informal Complaints 

Tammy Tabor, Supervisor           ttabor@psc.state.wv.us         340-0826 

Markita Black, Consumer Affairs Tech     mblack@psc.state.wv.us        340-0321 

Rhonda Boothe, Consumer Affairs Tech    rboothe@psc.state.wv.us        340-0467 

Robert Cramer, Consumer Affairs Tech    rcramer@psc.state.wv.us        340-0494 

Vicki Lemley, Consumer Affairs Tech     vlemley@psc.state.wv.us        340-0379 

 

 

 

Fax 304-340-3759 

 

 

mailto:dacord@psc.state.wv.us
mailto:lcoleman@psc.state.wv.us
mailto:ntincher@psc.state.wv.us
mailto:bnelson@psc.state.wv.us
mailto:sedens@psc.state.wv.us
mailto:vhill@psc.state.wv.us
mailto:akovarik@psc.state.wv.us
mailto:lleport@psc.state.wv.us
mailto:nnelson@psc.state.wv.us
mailto:ttabor@psc.state.wv.us
mailto:mblack@psc.state.wv.us
mailto:rboothe@psc.state.wv.us
mailto:rcramer@psc.state.wv.us
mailto:vlemley@psc.state.wv.us
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Engineering Division 
 

 

Earl Melton, Director              emelton@psc.state.wv.us        340-0392 

Victoria Trent, Secretary            vtrent@psc.state.wv.us         340-0370 

 

 

Case Control 

Jim Ellars, Manager               jellars@psc.state.wv.us         340-0436 

Lisa Bailey, Technical Analyst         lbailey@psc.state.wv.us         340-0499 

Jonathan Fowler, Engineer           jfowler@psc.state.wv.us         340-0491 

David Holley, Technical Analyst        dholley@psc.state.wv.us        340-0328 

Kristopher Huff, Technical Trainee      khuff@psc.state.wv.us         340-0443 

Mansour Mashayekhi, Technical Analyst   mmashayekhi@psc.state.wv.us     340-0428 

Jim Spurlock, Technical Analyst        jspurlock@psc.state.wv.us       340-0357 

Sylvie Steranka, Technical Analyst       ssteranka@psc.state.wv.us       340-0466 

Jim Weimer, Engineer             jweimer@psc.state.wv.us        340-0476 

 

 

Case Assistance 

Ralph Clark, Engineer             rclark@psc.state.wv.us         340-0455 

Eric DeGruyter, Technical Analyst       edegruyter@psc.state.wv.us       340-0388 

John Harper, Engineering Technician     jharper@psc.state.wv.us        340-0465 

Tim McGhee, Technical Analyst        tmcghee@psc.state.wv.us        340-0331 

Craig Miller, Utility Inspector         cmiller@psc.state.wv.us         340-0353 

John Mottesheard, Engineering Technician  jmottesheard@psc.state.wv.us     304-0399 

Don Walker, Technical Analyst        dwalker@psc.state.wv.us        340-0434 

 

Fax: 304-340-0452 

 

 

mailto:emelton@psc.state.wv.us
mailto:vtrent@psc.state.wv.us
mailto:jellars@psc.state.wv.us
mailto:lbailey@psc.state.wv.us
mailto:jfowler@psc.state.wv.us
mailto:dholley@psc.state.wv.us
mailto:khuff@psc.state.wv.us
mailto:mmashayekhi@psc.state.wv.us
mailto:jspurlock@psc.state.wv.us
mailto:ssteranka@psc.state.wv.us
mailto:jweimer@psc.state.wv.us
mailto:rclark@psc.state.wv.us
mailto:edegruyter@psc.state.wv.us
mailto:jharper@psc.state.wv.us
mailto:tmcghee@psc.state.wv.us
mailto:cmiller@psc.state.wv.us
mailto:jmottesheard@psc.state.wv.us
mailto:dwalker@psc.state.wv.us
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Utilities Division 
 

Terry Eads, Director              teads@psc.state.wv.us         340-0421 

Lynn Scott, Administrative Secretary     lscott@psc.state.wv.us         340-0350 

Margaret Robinson, Secretary         mrobinson@psc.state.wv.us      340-0365 

 

Carrier & Consumer Operations 

Randy Short, Deputy Director         rshort@psc.state.wv.us         340-0446 

Carla Nelson, Supervisor            cnelson@psc.state.wv.us        340-0424 

Mandy VanMeter, Secretary          mvanmeter@psc.state.wv.us      340-0833 

Tabitha Parsons, Office Assistant        tparsons@psc.state.wv.us        340-0415 

 

Motor Carrier & Formal Complaints 

Steve Kaz, Supervisor              skaz@psc.state.wv.us          340-0760 

Stacy Beller, Utilities Analyst          sbeller@psc.state.wv.us         340-0444 

Dwayne Bevins, Utility Inspector       dbevins@psc.state.wv.us        340-0449 

Bob Cadle, Utilities Analyst          rcadle@psc.state.wv.us         340-0419 

Bill Flenner, Utilities Analyst          bflenner@psc.state.wv.us        340-0496 

Jennifer Moore, Utilities Analyst        jmoore@psc.state.wv.us        340-0837 

 

Audits, Finance & Rates 

Diane Davis, Deputy Director         ddavis@psc.state.wv.us         340-0369 

 

Case Processing 1 

Ed Oxley, Manager               eoxley@psc.state.wv.us         340-0360 

Ronald Ash, Utilities Analyst          rash@psc.state.wv.us          340-0869 

Karen Buckley, Utilities Analyst        kbuckley@psc.state.wv.us       340-0470 

Nathan Mills, Utilities Analyst         nmills@psc.state.wv.us         340-0773 

 

Case Processing 2 

Dave Pauley, Manager             dpauley@psc.state.wv.us        340-0439 

Roger Estep, Utilities Analyst         restep@psc.state.wv.us         304-0416 

Charles Johnson, Utilities Analyst       cjohnson@psc.state.wv.us       340-0471 

Pete Lopez, Utilities Analyst          plopez@psc.state.wv.us         340-0823 

Anthony Market, Utilities Analyst       amarket@psc.state.wv.us        340-0232 

 

Fax: 340-340-0326 

mailto:teads@psc.state.wv.us
mailto:lscott@psc.state.wv.us
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mailto:cnelson@psc.state.wv.us
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