
STATE OF ILLINOIS 
 

ILLINOIS COMMERCE COMMISSION 
 
 
Cheryl Jordan     : 
 -vs-      : 13-0124 
Illinois American Water Company   : 
       : 
Complaint as to billing/charges from May 12: 
2011 to June 16, 2011 Illinois.   : 
 
 

ORDER 
 
By Order of the Commission: 

On February 11, 2013, Cheryl M. Jordan (“Complainant” or “Jordan”) filed a 
Complaint with the Illinois Commerce Commission (“Commission”) against Illinois 
American Water Company (“IAWC” or “Respondent”) regarding charges for billing for 
water from May 12, 2011 until June 16, 2011.   

Pursuant to notice given in accordance with the law and the rules and regulations 
of the Commission, prehearing conferences were held before an Administrative Law 
Judge (“ALJ”) at the Commission’s offices, in Chicago, Illinois, on March 26,  2013, April 
24, 2013, and June 13, 2013 .  An evidentiary hearing was held on July 9, 2013 at 
which the Complainant appeared pro se and the Respondent was represented by 
counsel.  Subsequent to the hearing a Proposed Order was served on the parties on 
August 7, 2013.  No exceptions to the Proposed Order were filed. 

I. The Complaint 
The Complaint disputes charges of $1731.93 (after adjustments) for 298,000 

gallons of water billed for the service period from May 12, 2011 until June 16, 2011.  
Ms Jordan testified and produced documentation that she had moved out of the 

house, which was in foreclosure, in June 2009.  The property was rented from June of 
2009 until February 2010 and again later in 2010 for a couple of months.  In November 
2010, she ordered IAWC to turn off the water service to the house which was again 
vacant.  She received no bills for water service for several months.  In April 2011, she 
ordered the water turned back on in connection with an appraisal of the property.  She 
subsequently received a bill for the period April 13 to May 12, 2011 that showed no 
water usage. No one was living in the home during that time period.   

She received a bill for $3476 for 298,000 gallons of water for the billing period 
from May 12, 2011 to June 16, 2011.  The property was still vacant when this water 
flowed through the meter.  She learned in July that copper water pipes had been 
removed from the basement of the house.  The removal of these pipes were the 
probable cause of the water loss.  She filed a police report.  Subsequently, she met an 
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IAWC field service representative (“Service Rep”) at the house in July 2010 to discuss 
the large bill. The Service Rep filled out a service report that Ms Jordan said was 
inaccurate in several minor respects regarding the meeting and the condition of the 
premises.  On December 26, 2011, Complainant called the IAWC customer service line 
and learned that the water was not turned off as per her instruction in November of 
2010 because the technician who came out to turn it off could not find the service box 
with the on/off switch.  Although she agreed that the usage occurred between May and 
June after the account was reopened, she argued that the failure to turn off the water in 
November 2010 was relevant to her complaint 

Complainant also argued that IAWC’s record keeping was inaccurate and 
unreliable and could not support the bill in question.  

II. IAWC’s Position 
On cross examination, Complainant agreed that the meter had been tested at her 

request and that it was determined to be working properly.  An IAWC witness also 
testified that the meter was tested and working properly.  The Company established that 
the meter showed no usage in the vacant home from September through November 
2010 when the meter showed constant readings of 254.  When the account was 
restarted in April 2011 at Ms Jordan’s request, the beginning reading was still 254.  The 
meter reading stayed the same through May 12, 2011, when another bill was issued.  
No one was living in the house.  On the next bill, issued June 16, 2011, the meter read 
552 indicating 298,000 gallons had been used since the last billing period.  Lock box 
records show that about 20 people entered the house after April 12 and before July 26, 
2011.   

Ms Jordan acknowledged that IAWC sent her a letter dated June 20, 2011 
intending to alert her to the excessive usage that had recently occurred.  Ms Jordan did 
not open the letter in a timely manner because she thought it would be another 0 usage 
bill.  Ms Jordan met the IAWC man at the home on July 26, 2011 in connection with the 
excessive bill, she then learned that water pipes had been removed from the house by 
unknown persons.  There was mold on the walls in the basement.  There was a line on 
the wall from water that indicated that water had filled up the room to a certain level.  
The water was not running or accumulating in the basement on July 26, 2013.  She had 
to get the pipes repaired.  

An IAWC witness testified Complainant received a bill on April 18, 2011 in 
connection with restarting the account.  She received a subsequent bill for the period 
ending May 12, 2011. Both of those bills indicated that the meter was at the same 
reading it had been at the previous fall when service had been suspended.  No water 
had been used or metered.  The next bill, for the period ending June 16, 2013 showed 
298,000 gallons had been used.  In sum, these records indicate that the excess usage 
occurred after May 12, 2011 and before June 16, 2011.  

The actual bill from the leakage apparently caused by the missing pipes was 
$3441.16.  IAWC reduced the bill by $1709.23 as a leakage adjustment and then 
waived $192.81 in late charges.  These adjustments left a balance of $1731.93.  Ms. 
Jordan agreed to pay before filing this complaint.   
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III. Commission Analysis and Conclusion 
Ms Jordan’s complaint is not supported by the facts.  She contends that IAWC’s 

record keeping was inaccurate and negligent.  However she concedes that: 1)  the 
water meter was not inaccurate; 2) that the water resulting in the large bill went through 
the meter after May 12, 2011; and 3) the water flow was caused by the theft of water 
pipes.  She did not argue that the bill was computed inaccurately. 

The Company has established that the excess water usage did not occur when 
the service account was suspended but not physically shut off.  Company records 
clearly establish that the water flow giving rise to the bill occurred after the Complainant 
had ordered the water turned back on.   

Vandalism or theft caused an excessive amount of water to flow though Ms 
Jordan’s meter during a period when she was responsible for the water usage.  The 
Company reduced the bill by approximately 50% in recognition of the extenuating 
circumstances.  This adjustment was not required by Commission rule or statute. The 
Complaint is denied. 
IV. FINDINGS AND ORDERING PARAGRAPHS 

The Commission, having given due consideration to the entire record and being 
fully advised in the premises, is of the opinion and finds that: 

(1) Respondent, Illinois American Water Company, is an Illinois corporation 
engaged in furnishing water and sewer service in the State of Illinois and, 
as such, is a public utility within the meaning of the Illinois Public Utilities 
Act; 

(2) Complainant, Cheryl Jordan, is a resident of Illinois and a customer of 
Illinois American Water Company.  

(3) the Commission has jurisdiction over the parties and the subject matter 
herein; 

(4) the findings of fact and the conclusions of law set forth in the prefatory 
portion of this Order conform to the evidence of record and the law and 
are hereby adopted as findings of fact and law herein; 

(5) the Complaint in this case is denied.  
IT IS THEREFORE ORDERED that the Complaint filed by Cheryl Jordan on 

February 11, 2013 against Illinois American Water Company is denied.   
IT IS FURTHER ORDERED that all motions, petitions and objections made in 

this proceeding, which are not disposed of, be and are hereby disposed of consistent 
with the ultimate conclusions contained herein. 

IT IS FURTHER ORDERED that subject to the provisions of Section 10-113 of 
the Public Utilities Act and 83 Ill. Adm. Code 200.880, this order is final; it is not subject 
to the Administrative Review Law. 
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By Order of the Commission this 4th day of September 2013. 
 
 
 
       (SIGNED) DOUGLAS P. SCOTT 
 
 
         CHAIRMAN 
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