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Teaching Our Children to Conserve Water
By Charlotte R. Lane, Chairman, Public Service Commission of  West 
Virginia

 Children’s minds are like sponges, they absorb 
everything. So it’s important to expose them to ideas 
and practices that will help them grow up to be healthy, 
intelligent and caring adults.  Parents and teachers are 
their main influences, of  course, but even the Public 
Service Commission can play a role in the development 
of  West Virginia’s students.

 Starting in 2010 until the pandemic hit, the PSC 
regularly sent out representatives to talk with third and 
fourth graders throughout the state about water conservation as part of  the 
annual Fix a Leak Week, sponsored by the U.S. Environmental Protection 
Agency.  Over the years, our program evolved into an interactive water 
conservation presentation that reaches approximately 1,000 third and fourth 
graders each year.  Students learn how precious clean, potable water is and are 
then “deputized” to find leaks in their homes and communities.  When the 
pandemic closed schools last spring, we had to cancel events in six schools.

 The PSC is looking forward to returning to classrooms around the 
state as soon as we can.  In the meantime, I would like to share some of  the 
information from our program.  By taking small steps each day, you can 
lower your water bill and save money.

 Turning off  the water while you brush your teeth or shave can save 
up to four gallons.  Even low-flow showerheads use two gallons per minute. 
So in a house with four people, if  everyone shortened their shower time by 
five minutes each day, over the course of  one month that family would save 
1,240 gallons of  water!  Another easy conservation trick is to wait until you 
have a full load before running the washing machine or the dishwasher.

 The most important thing you can do is fix any water leaks you find.  
The average household can lose up to 10,000 gallons of  water each year 
from leaks.  And 10% of  homes have leaks that waste 90 gallons or more per 
day.  That’s a terrible waste of  a precious resource.  Look for leaks wherever 
water comes into or goes out of  your home.  Be sure to check hidden 
water sources such as the water heater, ice maker, dishwasher and washing 
machine.

 Remember what we teach the students: Leaks may be sneaky, but 
they can’t hide from me!
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Billing Adjustments for Faulty Meters
By Robert Cramer, Consumer Affairs Technician, Water and Wastewater Division, Public Service 
Commission of  West Virginia

 A common complaint made by water utility customers who contact the Public Service 
Commission’s Water and Wastewater Division, is that their respective bills and corresponding usages are 
not consistent with their normal monthly amount billed.  Upon investigating the matter and fact finding 
with the complainant and the utility, in some instances it can be attributed to a dead or a fast meter.  
Typically with these types of  complaints, either the customers inquire about their eligibility to receive an 
adjustment or the utilities inquire about their ability to backbill, and for what period of  time.  So it is a 
matter of  determining how the Commission’s Water and Sewer Rules apply to these situations.

 The Commission’s Water and Sewer Rules address how water and sewer utilities should handle fast 
meters and the billings associated with them.  The Commission’s Water Rule 4.4.a. states as follows:

“If, upon test of  any meter, the meter is found to have an average error of  more than 
two percent (2%) fast, the utility shall refund to the customer the over-charge, based 
upon the corrected meter reading for a period equal to one-half  (½) the time elapsed 
since the last previous test, but not to exceed six (6) months. If  it can be shown that 
the error was due to some cause, the date of  which can be fixed, the overcharge shall 
be computed back to but not beyond such date. If  the meter has not been tested in 
accordance with subsection 6.4., the period for which it has been in service beyond 
the regular test period shall be added to the six (6) months in computing the refund.” 

 As noted above and to further clarify, Water Rule 6.4., Periodic Test, states that mandatory periodic 
testing, determined by the size of  the meter, is to be carried out for all customers.  The Rule for the 
periodic testing of  meters 6.4.a. is as follows:

3/4” or less in size at least once every 10 years.
1” in size at least once every 7 years.
1-1/4”, 1-1/2”, 2” in size at least once every 5 years.
3” in size at least once every 3 years.
4” and larger in size at least once each year.

 Any adjustment, as stated above, would not exceed six months unless it is determined that the 
meter in question did not meet the testing parameters outlined above.  In such case, the adjustment would 
include the addition of  the number of  months outside the periodical testing period.

 In regards to the sewer bill and adjusting for a fast water meter, the Commission’s Sewer Rule 
4.4.a., states as follows:

Fast meters. – If  the water utility makes a refund to the customer pursuant to subdivision 
4.4.a. of  the Commission’s “Rules for the Government of  Water Utilities,” 150CSR7, the 
sewer utility will make a corresponding adjustment to the sewer charges associated 
with the same period of  time based on the corrected meter reading and the applicable 
sewer rates.
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 The issues with dead meters is addressed in the Commission’s Water Rule 4.4.b., and is as follows: 

“If  a meter is found not to register, or that remote metering equipment has failed, for 
any period, the utility shall compute the water used by taking the average of  the water 
used for the meter-reading period preceding and the meter-reading period following 
the date when the meter was found to be dead, which amount shall be assumed to be 
the amount of  water used by the customer during the billing period in which the meter 
was found dead.  Exceptions will be made to this rule in case the facts clearly show 
that the above method does not give the correct consumption for the period.  A utility 
may backbill the customer for the difference between the amount previously billed and 
the customer’s estimated usage for a maximum of  three (3) months preceding the date 
the dead meter is repaired or replaced.  The utility should fix or replace dead or mal-
functioning meters within thirty (30) days of  the utility’s discovery that a meter is dead 
or malfunctioning. 

 A customer whose water meter is adjusted due to being dead, and who also has public sewer 
service, should be granted a sewer adjustment as well.  The Commission’s Sewer Rule 4.4.b. states as 
follows:

Dead Meters. – At any time that a water utility calculates water usage and bills for 
water service pursuant to the provisions in subdivision 4.4.b. of  the Commission’s 
“Rules for the Government of  Water Utilities,” 150CSR7, the sewer utility will bill for 
sewer service for the corresponding time period based on the water usage calculated 
and billed by the water utility.

 If  the customer is not in agreement with the adjusted amount or the utility refuses to adjust the bill, 
the customer should be advised of  their right to file an informal or formal complaint with the Commission 
regarding the reasonableness of  the utility’s actions.  If  you have any questions, please contact the Water 
and Wastewater Division for additional information.

Safeguard Personally Identifiable Information
By Nathan Nelson, Utilities Analyst II, Water and Wastewater Division, Public Service Commission of  
West Virginia

 All water and sewer utilities maintain information and records that are considered personally 
identifiable information (PII) of  their respective customers.  PII is any data or information that can be 
used to identify a specific individual.  Examples of  PII include an individual’s: full name, phone number 
and address.  Examples of  sensitive PII include, but are not limited to the following:

1. Social Security number
2. Driver’s license number, state identification number, tax identification number, 
passport number, military identification number or other unique identification 
number issued on a government document commonly used to verify the identity of  a 
specific individual
3. Financial account number or credit or debit card number, in combination with 
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any required security code, access code or password that would permit access to an 
individual’s financial account
4. Date of  birth
5. Mother’s maiden name
6. Medical information
7. Health insurance information
8. Unique biometric data generated from 
measurements or technical analysis of  human body 
characteristics, such as a fingerprint, retina or iris 
image used to authenticate a specific individual.
Unique biometric data does not include a physical 
or digital photograph, unless used or stored for facial 
recognition purposes.
9. A username or email address, in combination with a password or security question 
and answer that would permit access to an online account

 It is the utility’s responsibility to safeguard customers’ PII, and to not leave sensitive PII unattended 
on desks, printers, fax machines or copiers. Steps should be taken to secure sensitive PII in a locked 
desk drawer or file cabinet when not in use. When using sensitive PII, keep it in an area where access is 
controlled and limited to utility personnel with an official need to know.  In addition, you should always 
avoid faxing sensitive PII if  at all possible.

 One of  the most likely ways your customers’ sensitive PII can be compromised is electronically.  So 
it is imperative that the utility use a secure Wi-Fi connection and strong passwords on all programs, use 
a screen lock on computers and tablets when you are away and use antivirus computer programs.  Also 
delete files or programs when they are no longer needed.  If  you backup data to the cloud or in another 
manner, data encryption should be used.

 The Public Service Commission understands the importance of  protecting PII.  The PSC’s 
privacy policy can be found here: www.psc.state.wv.us/Privacy_Policy/default.htm.  This is of  particular 
importance when your utility files documents with the PSC that may become public record.

 Concerning the filing of  documents, the PSC’s policy states the following:
“If  a website user volunteers personal information through our website, this 
information becomes a public record.  Submissions to the PSC may be, 1) uploaded to 
its public web docket, 2) subject to public disclosure under the West Virginia Freedom 
of  Information Act, and/or 3) subject to disclosure under the West Virginia Open 
Governmental Proceedings Act.  Thus, try to avoid submitting personal information 
with your filings.  If  you do, the PSC is not responsible for confidential or personal 
information included with your submission.”

 These days PII can be compromised in many ways, but simple steps can be taken to help safeguard 
sensitive data.  The PSC recommends all utilities take steps to ensure they are protecting their customers’ 
PII and consult with an attorney for guidance if  needed.
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Moratoria for Utilities
By Jim Ellars, Manager, Engineering Division, Public Service Commission of  West Virginia

 In simple terms, a moratorium is a limit placed on the number of  new customers that may be added 
to a water or sewer system.  Sometimes unusual or atypical circumstances could make it necessary for 
a utility to seek a temporary limitation on the number of  customers it can provide service to.  However, 
any utility considering such actions should keep these important points in mind: 1) moratoria should be 
considered only as a last resort; 2) the Commission has established Rules governing moratoria approvals; 
and 3) such actions are intended to be only temporary in nature.

 The applicable Rule for water utilities is Water Rule 4.13, for sewer utilities it is Sewer Rule 4.12. 
The key points of  these Rules can be summarized as follows:

• Approving authority – Unless imposed by another 
competent regulatory agency having jurisdiction, the 
Commission is the approving authority for all moratoria 
on new customers for public water and sewer utilities.  In 
order for a moratorium to be considered for approval, a 
petition must be filed with the Commission.

• Petition – Any petition filed for approval of  a moratorium 
should include detailed evidence of  the system’s lack 
of  excess capacity and its inability to serve additional 
customers.

• Plan for remediation – Perhaps most important, the petition must include the utility’s plan to remediate 
and improve the system’s capacity in order for the moratorium to be lifted.  Ideally, this would be a planned 
project that has already been initiated and is in some stage of  the planning, funding and approval process.  
A realistic timeline for completion of  the work should also be provided.

• Public notification requirement – The public must be notified through a Class II legal advertisement using 
the form provided in the Rules.

• Refusal of  service – Unless imposed by another competent regulatory agency having jurisdiction, utilities 
may not deny service to a prospective customer on grounds of  a moratorium until the Commission has 
approved and imposed a moratorium.

 Any utility petitioning the Commission for approval of  a moratorium will bear the burden 
of  providing sufficient supporting evidence.  Should the Commission approve the imposition of  a 
moratorium, it is probable that periodic progress reporting from the utility will be required.  The 
Commission Staff  will likely utilize such progress reports to compare against reasonable benchmarks to 
ensure the utility is on track to resolve the capacity limitations on the system and have the moratorium 
lifted as soon as possible.
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  Tapper Says:
                        
                         

       Has Your Information Changed? 

If  you operate a water or sewer utility and have any 
changes in your contact information, such as phone 
number, mailing address or email address, please remember 
to report those changes to the Public Service Commission 
of  West Virginia at lcoleman@psc.state.wv.us.

Wishing you a wonderful
spring season!
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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
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
340-3759
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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
Daniel Egnatoff, Technical Analyst Trainee degnatoff@psc.state.wv.us   340-0434
John Harper, Engineering Technician  jharper@psc.state.wv.us   340-0465
Travis Lynn, Technical Analyst Associate  tlynn@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

Fax
340-0452
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Utilities Division

Karen Macon, Director    kmacon@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
Carla Nelson, Supervisor    cnelson@psc.state.wv.us   340-0424
Mandy VanMeter, Secretary    mvanmeter@psc.state.wv.us   340-0833

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
Ronald Ash, Utilities Analyst   rash@psc.state.wv.us    340-0869
Geoffrey Cooke, Utilities Analyst   gcooke@psc.state.wv.us   340-0339
Nathan Mills, Utilities Analyst   nmills@psc.state.wv.us   340-0773
Marty Riley, Utilities Analyst   jriley@psc.state.wv.us   340-0435  
 

Case Processing 2
Nathan Crouch, Utilities Analyst   ncrouch@psc.state.wv.us   304-0768
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
Kaitlyn Shamblin, Utilities Analyst   kshamblin@psc.state.wv.us   340-0420

Fax
340-0326


