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STATE OF WASHINGTON 

UTILITIES AND TRANSPORTATION COMMISSION 
1300 S. Evergreen Park Dr. S.W., P.O. Box 47250 ● Olympia, Washington 98504-7250 

(360) 664-1160 ● TTY (360) 586-8203 

Respect. Professionalism. Integrity. Accountability. 

Feb. 21, 2018 

Tom Harrison 
Harrison-Ray Water Company, Inc. 
Harrison Water Company/Kiona, LLC 
Sunrise Acres 
P.O. Box 2818 
Pasco, WA 99302 

RE: Data Request 

Dear Mr. Harrison: 

Under Washington state law (RCW 81.04.070), the Utilities and Transportation Commission has 
the authority to inspect the accounts, books, papers, and documents of any public service 
company doing business in this state. 

As part of a staff review of your water companies, please send us the following information and 
documents: 

1. A list of all Washington state customers for whom you currently provide utility services,
separated by individual company.

2. For each account or service address listed in the table below, please provide a copy of all
billing statements for the period of Aug. 1, 2017, through Jan. 31, 2018. Please include
the date each billing statement was mailed.

Account No. Service Address City 
1. Burbank, WA 99323 
 2. Burbank, WA 99323 
3. Burbank, WA 99323 
4. Burbank, WA 99323 
5. Burbank, WA 99323 
6. Burbank, WA 99323 
7. Burbank, WA 99323 
8. Burbank, WA 99323 
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 9.  Largent Road Burbank, WA 99323 
10. Burbank, WA 99323 
11.  Piper Road Burbank, WA 99323 
12. 1 Burbank, WA 99323 
13. Benton City, WA 99320 
14. E. Kim Lane Benton City, WA 99320 
15. Benton City, WA 99320 
16. N. Hummingbird PRNE Benton City, WA 99320 
17. Benton City, WA 99320 
18. 2 Benton City, WA 99320 
19. N. Redstone Benton City, WA 99320 
20. Benton City, WA 99320 
21. 1 Benton City, WA 99320 
22. Benton City, WA 99320 

3. For each customer who has received a disconnect notice for the period of Aug. 1, 2017,
through Jan. 31, 2018, please provide a copy of the notice, the date the customer was
notified, any associated fees, and all account notes and balances owed.

4. An example of your companies’ first and second written notices of disconnection for the
period of Aug. 1, 2017, through Jan. 31, 2018.

5. A copy of the company’s customer complaint record for the period of Aug. 1, 2017,
through Jan. 31, 2018, including the complainant’s name and address, date and nature of
the complaint, action taken, and the final result.

6. The name, title, telephone, and email address of the contact person whom our staff can
work with directly for questions that may arise concerning any details of the information
provided.

Please provide all requested information by 5 p.m., March 7, 2018, in electronic format using 
Microsoft Word for narrative documents and Excel for data.  

Please address your response, and any questions, to Susie Paul, Compliance Investigator, 
Consumer Protection, at (360) 664-1105 or spaul@utc.wa.gov. Thank you for your attention to 
this matter. 

Sincerely, 

Steven V. King 
Executive Director and Secretary 

mailto:spaul@utc.wa.gov


Harrison-Ray Water Company, Inc. 

Customer A1 
Date Opened Aug. 3, 2017   
Date Closed Jan. 18, 2018 – Consumer Upheld 
Issue Customer had not received a bill since October 2016; concerns re meter readings. 

Activity 
08/03/17 Complaint submitted to company; response due 08/17/17. 
08/17/17 No response from company; letter and fax sent to company. 
08/30/17 Staff left detailed voice message informing company of daily violations recorded. 
09/14/17 Staff sent a letter by US mail, notifying company of accruing violations. 
09/20/17 Assistant Attorney General sent letter to company requesting compliance.2  
09/26/17 Staff sent a letter to company, notifying it of accruing violations.  
10/02/17 Harrison called saying she has been out of office since Sept. 17; will send documents. 
10/13/17 Staff contacts company by phone; Harrison said priority packed had been mailed. 
10/25/17 Staff contacts company; Harrison states documents will be sent next day, "probably." 
11/03/17 Company submitted a faxed response to complaint. 
11/15/17 Staff contacted company, requesting clarification; response due 11/17/17. 
11/20/17 Staff sent a letter and fax to company, informing it of additional violations. 
12/06/17 Staff sent another letter requesting compliance. 3 
12/11/17 Company sent a faxed response to staff. 
12/14/17 Staff left company a voice message stating response was incomplete. 
12/26/17 Company contacted staff and provided clarification of response. 

Violations 
WAC 480-110-375(1)(h) 

1 violation Failure to include on the customer's bill the current and previous meter readings, the current 
read date, and the number and kind of units consumed. 

WAC 480-110-385(3)(a) 

110 violations Failure to investigate and report the results of the informal complaint to staff within two 
business days. 

Results 
On Oct. 5, 2018, staff spoke with Customer A and she stated she is now receiving bills from the company. 

Customer B4 
Date Opened Oct. 27, 2017 
Date Closed Dec. 29, 2017 – Consumer Upheld 

1 A Summary of CAS-21422-M3W3X9 (Customer A) is available on request. 
2 A copy of letter from Assistant Attorney General is attached as Appendix E-1 
3 A copy of letter to Harrison from Staff, dated Dec. 6, 2017, is attached as Appendix E-2 
4 A Summary of CAS-21999-R2N8N8 (Customer B) is available on request. 
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Issue Customer received bill on Oct. 26, 2017, for August 2017; concerned payments not applied. 
Activity 

10/27/17 Complaint submitted to company; response due 10/31/17. 
11/02/17 Company faxed response. 
12/04/17 Staff found response incomplete; company did not provide requested documents. 
12/06/17 Staff faxed a second request for documents; response due Dec. 8, 2017. 
12/11/17 Company submitted copies of billing statement. 
02/14/18 Customer filed a Formal Complaint on Feb. 14, 2018, Docket UW-180144. 

Violations 
WAC 480-110-385(3)(a) 

2 violations Failure to investigate and report the results of the informal complaint to staff within two 
business days. 

WAC 480-110-431 

2 violations Failure to bill customer monthly, as required by the company’s tariff. 

Results 
On Oct. 5, 2018, staff spoke with customer, who stated he received two bills in August (company failed to 
bill customers in July). A previous billing error has been corrected. 

Customer C6 
Date Opened Nov. 2, 2017 
Date Closed Dec. 22, 2017 – Consumer Upheld 

Issue Bills not received consistently; bills postmarked months after service dates noted on bill. 
Customer disputes amount charged and believes meters are not read. 

Activity 
11/02/17 Complaint submitted to company; response due 11/06/17. 

Violations 
WAC 480-110-315(2) 

1 violation Failure to notify the commission of changes to its contact information (email and phone 
number) ten days prior to the effective date. 

WAC 480-110-375(1)(e) 

4 violations Failure to include information on the customer’s bills that, together with tariff rates, the 
customer could calculate her bill(s). 

WAC 480-110-375(1)(f) 

4 violations Failure to show the date the bill becomes due or the bill was due within fifteen days after it 
was mailed. 

WAC 480-110-385(3)(a) 

35 violations Failure to investigate and report the results of the informal complaint to staff within two 
business days. 

6 A Summary of CAS-22011-C0R0Q5 (Customer C) is available on request. 



Results 

Customer D7 
Date Opened Jan. 22, 2018 
Date Closed Jan. 29, 2018 – Consumer Upheld 
Issue Customer stated last bill received was in August 2017; meter read in middle of month. 

Activity 
01/22/18 Complaint submitted to company; response due 01/24/18. 

Violations 
WAC 480-110-315(1) 
1 violation Failure to provide customers a 24-hour emergency telephone number. 
WAC 480-110-385(1)(b) 
1 violation Failure to investigate the consumer’s complaint about not receiving bills. 
WAC 480-110-385(3)(a) 

3 violations Failure to investigate and report the results of the informal complaint to staff within two 
business days. 

WAC 480-110-431 
7 violations Failure to bill customer monthly, as required by the company’s tariff. 

Results 
On Oct. 5, 2018, staff spoke with customer, who stated she is now receiving bills, but the company is still 
reading meters in the middle of the month. 

Customer E8 
Date Opened Jan. 30, 2018 
Date Closed June 27, 2018 – Consumer Upheld 

Issue Received shut off notice; last bill received from company was June 2017; meters are read 
mid-month, but bills show usage from the first to the last day of the month. 

Activity 
01/31/18 Complaint submitted to company; response due 02/02/18. 

Violations 
WAC 480-110-315(4) 

1 violation Failure to notify the commission of changes to its contact information (email and phone 
number) ten days prior to the effective date. 

WAC 480-110-385(1)(a) 

1 violation Failure to acknowledge the customer’s complaint regarding not receiving bills when the 
customer requested bills be sent to her. 

WAC 480-110-385(1)(b) 

7 A Summary of CAS-22381-T4Q2R2 (Customer D) is available on request. 
8 A Summary of CAS-22460-L6R2R3 (Customer E) is available on request. 



1 violation Failure to promptly investigate the customer’s complaint regarding not receiving bills. 
WAC 480-110-385(3)(a) 

47 violations Failure to investigate and report the results of the informal complaint to staff within two 
business days, or provide additional information. 

WAC 480-110-385(3)(b) 

32 violations Failure to keep the commission informed of progress toward the solution and the final result 
of investigation. 

Results 
Staff made approximately 19 attempts to get documents related to this complaint. The company did not 
submit records until Staff went to the company’s place of business on April 9, 2018, and obtained the records. 
Two payments the customer made but had not been credited to the customer’s account has now been posted. 
The company admits to reading meters mid-month and bills monthly, e.g., Aug. 1 – Aug. 31, 2018. 

Customer F9 
Date Opened Dec. 5, 2017 
Date Closed Jan. 17, 2018 – Consumer Upheld 
Issue Customer states he is not receiving bills regularly; believes his last bill was September 2017. 

Activity 
12/07/17 Complaint submitted to company; response due 12/11/17. 

Violations 
WAC 480-110-315(2) 

1 violation Failure to notify the commission of changes to its contact information (email and phone 
number) ten days prior to the effective date. 

WAC 480-110-375(1)(a) 
2 violations Failure to issue bills not exceeding three month intervals. 
WAC 480-110-385(1)(b) 
1 violation Failure to promptly investigate the customer’s complaint regarding not receiving bills. 
WAC 480-110-431 
5 violations Failure to bill customer monthly, as required by the company’s tariff. 

Results 
Company was non-responsive to commission’s requests for documents and information. The customer was 
provided information on how to file a formal complaint.  

Customer G10 
Date Opened Dec. 6, 2017 
Date Closed Jan. 11, 2018 – Consumer Upheld 

9 A Summary of CAS-22126-X8Z0G7 (Customer F) is available on request. 
10 A Summary of CAS-22128-K3M5K3 (Customer G) is available on request. 



Issue 
Customer purchased home in December 2016. Made numerous requests to place service in 
her name. Company did not provide customer an application for service and sends bills to the 
previous owner. 

Activity 
12/06/17 Complaint submitted to company; response due 12/08/17. 

Violations 
WAC 480-110-315(2) 
1 violation Failure to notify the commission of changes to its contact information. 
WAC 480-110-315(5) 
2 violations Failure to acknowledge and respond to a customer’s written inquiry within two weeks. 
WAC 480-110-325(1) 
266 violations Failure to provide customer an application of service in writing. 
WAC 480-110-385(1)(a) 
1 violation Failure to acknowledge customer’s complaint regarding request for service. 
WAC 480-110-385(3)(a) 
1 violation Failure to investigate and report results of the informal complaint to staff within two days. 

Results 
The company was non-responsive to the commission's requests for documents and information. The customer 
was provided instruction on contacting the commission to obtain the informal complaint record and provided 
information regarding a formal complaint. 

Customer H11 
Date Opened Jan. 26, 2018 
Date Closed Feb. 23, 2018 – Consumer Upheld 

Issue 
Company hand-delivered a disconnect notice. Customer stated she had not received a bill in 
eight months. Notice was incorrect and it stated the company will not set up payment 
arrangements. 

Activity 

12/07/17 Complaint submitted to company; company requested and was granted extension to 
12/10/17. 

Violations 
WAC 480-110-375(1)(a) 
8 violations Failure to issue bills not exceeding three month intervals. 
WAC 480-110-375(4) 

1 violation Failure to allow the customer payment arrangements for the same number of months equal 
to the total of months being back-billed.  

WAC 480-110-385(3)(a) 

12 violations Failure to investigate and report the results of the informal complaint to staff within two 
business days. 

Results 

11 A Summary of CAS-22465-Q2W0B8 (Customer H) is available on request. 



The company was non-responsive to the commission's requests for documents and information. The customer 
was provided instruction on contacting the commission to obtain the informal complaint record and provided 
information regarding a formal complaint. 

Customer I12 
Date Opened Feb. 20, 2018 
Date Closed April 20, 2018 – Consumer Upheld 
Issue Customer states he has not received a bill for service since August 2017. 

Activity 
02/20/18 Complaint submitted to company; response due 02/22/18. 

Violations 
WAC 480-110-315(2) 

1 violation Failure to notify the commission of changes to its contact information (email and phone 
number) ten days prior to the effective date. 

WAC 480-110-315(4) 
1 violation Failure to return a customer’s non-emergency call within two business days. 
WAC 480-110-385(1)(a) 

1 violation Failure to acknowledge the customer’s complaint regarding not receiving bills when the 
customer requested bills be sent. 

WAC 480-110-385(1)(b) 
1 violation Failure to promptly investigate customer’s complaint regarding not receiving bills. 
WAC 480-110-385(1)(c) 

1 violation Failure to report the results of its investigation to the consumer when the consumer called 
and requested to receive bills. 

WAC 480-110-385(3)(a) 

35 violations Failure to investigate and report the results of the informal complaint to staff within two 
business days. 

Results 
On 10/05/18, Staff spoke with customer. States he is now receiving billing statements. 

Customer J13 
Date Opened Feb. 6, 2018 
Date Closed April 19, 2018 – Consumer Upheld 
Issue Customer reported she had not received a bill since August 2017. 

Activity 
02/06/18 Complaint submitted to company; response due 02/08/18. 

Violations 
WAC 480-110-315(2) 

1 violation Failure to notify the commission of changes to its contact information (email and phone 
number) ten days prior to the effective date. 

12 A Summary of CAS-22590-C0Y6V3 (Customer I) is available on request. 
13 A Summary of CAS-22495-B7D1J6 (Customer J) is available on request. 



WAC 480-110-315(4) 
1 violation Failure to return a customer’s non-emergency call within two business days. 
WAC 480-110-385(1)(a) 

1 violation Failure to acknowledge the customer’s complaint regarding not receiving bills when the 
customer requested bills be sent. 

WAC 480-110-385(1)(b) 
1 violation Failure to promptly investigate customer’s complaint regarding not receiving bills. 
WAC 480-110-385(1)(c) 

1 violation Failure to report the results of its investigation to the consumer when the consumer called 
and requested to receive bills. 

WAC 480-110-385(3)(a) 

38 violations Failure to investigate and report the results of the informal complaint to staff within two 
business days. 

WAC 480-110-385(3)(b) 

1 violation Failure to keep the commission informed of progress toward the solution and the final result 
of investigation. 

Results 

Customer K14 
Date Opened Feb. 6, 2018 
Date Closed April 23, 2018 – Company Upheld with Violations 
Issue Customer reported his last bill was for July 2017 and it was for July 2017’s usage. 

Activity 
02/06/18 Complaint submitted to company; response due 02/08/18. 

Violations 
WAC 480-110-375(1)(h) 

1 violation Failure to include on the customer’s bill the current and previous meter readings, the 
current read date, and the number and kind of units consumed. 

WAC 480-110-385(3)(a) 

41 violations Failure to investigate and report the results of the informal complaint to staff within two 
business days. 

Results 

Customer L15 
Date Opened Feb. 1, 2018 
Date Closed Feb. 28, 2018 – Consumer Upheld 
Issue Customer reported the last bill he received was in September 2017. 

Activity 

14 A Summary of CAS-22522-M4V9C9 (Customer K) is available on request. 
15 A Summary of CAS-22505-X2D6M7 (Customer L) is available on request. 



02/01/18 Complaint submitted to company; response due 02/05/18 
Violations 

WAC 480-110-385(3)(a) 

16 violations Failure to investigate and report the results of the informal complaint to staff within two 
business days. 

WAC 480-110-431 
4 violations Failure to bill customers monthly, as required by the company tariff. 

Results 

Findings – Harrison-Ray Water Company, Inc. 
Customer M16 

Date Opened Jan. 22, 2018 
Date Closed March 6, 2018 – Consumer Upheld 

Issue Customer received disconnect notice on Jan. 18, stating that full payment must be received 
by Jan. 24, 2018. 

Activity 
01/19/18 Complaint submitted to company; response due 01/24/18. 

Violations 
WAC 480-110-315(1) 
1 violation Failure to notify the customer of hours and contact information at least once a year. 
WAC 480-110-355(3)(a) 
1 violation Failure to provide the required notice prior to disconnect of service. 
WAC 480-110-375(1)(a) 
3 violations Failure to issue bills not exceeding three month intervals. 
WAC 480-110-385(3)(a) 

28 violations Failure to investigate and report the results of the informal complaint to staff within two 
business days. 

Results 

Customer N17 
Date Opened Feb. 8, 2018 
Date Closed April 20, 2018 – Consumer Upheld 
Issue Customer reported he had not received a bill since September 2017. 

Activity 
Feb. 9, 2018 Complaint submitted to company; response due 02/13/18. 

Violations 
WAC 480-110-315(4) 

16 A Summary of CAS-22409-L4C5B6 (Customer M) is available on request. 
17 A Summary of CAS-22539-V1C8N7 (Customer N) is available on request. 



3 violations Failure to return customer’s non-emergency call within two business days. 
WAC 480-110-315(5) 
1 violation Failure to acknowledge and respond to a customer’s written inquiry within two weeks. 
WAC 480-110-385(3)(a) 

38 violations Failure to investigate and report the results of the informal complaint to staff within two 
business days. 

Results 

Customer O18 
Date Opened Jan. 22, 2018 
Date Closed April 27, 2018 – Company Upheld with Violations 

Issue Customer reported not getting bills timely; not sure if payments have been applied to 
account. 

Activity 
Jan. 22, 2018 Complaint submitted to company; response due 01/24/18. 

Violations 
WAC 480-110-385(3)(a) 

3 violations Failure to investigate and report the results of the informal complaint to staff within two 
business days. 

WAC 480-110-385(3)(b) 

38 violations Failure to keep the commission informed of progress toward the solution and the final result 
of investigation. 

Results 

Customer P19 
Date Opened Nov. 2, 2017 
Date Closed Dec. 22, 2017 – Consumer Upheld 
Issue Customer requested service be placed in his name; Did not receive bills for service. 

Activity 
Nov. 2, 2018 Complaint submitted to company; response due 11/06/18. 

Violations 
WAC 480-110-315(2) 

1 violation Failure to notify the commission of changes to its contact information ten days prior to the 
effective date. 

WAC 480-110-375(1)(a) 
12 violations Failure to issue bills not exceeding three month intervals. 
WAC 480-110-375(4) 

18 A Summary of CAS-22412-Q9F1F5 (Customer O) is available on request. 
19 A Summary of CAS-22033-P9Z4C7 (Customer P) is available on request. 



1 violation Failure to allow the customer payment arrangements equal to the total of months back-billed. 
WAC 480-110-385(3)(a) 

35 violations Failure to investigate and report the results of the informal complaint to staff within two 
business days. 

Results 

Customer Q20 
Date Opened Jan. 22, 2018 
Date Closed March 6, 2018 – Consumer Upheld 
Issue Customer stated she had not received a bill for service since September 2017. 

Activity 
Jan. 22, 2018 Complaint submitted to company; response due 01/24/18. 

Violations 
WAC 480-110-315(1) 
1 violation  Failure to provide customer with a telephone number where it can be reached. 
WAC 480-110-375(1)(a) 
3 violations Failure to issue bills not exceeding three month intervals. 
WAC 480-110-385(3)(a) 

35 violation Failure to investigate and report the results of the informal complaint to staff within two 
business days. 

WAC 480-110-485(1) 
1 violation Failure to maintain customer records for a minimum of three years. 

Results 

Customer R21 
Date Opened Jan. 23, 2018 
Date Closed April 19, 2018 – Company Upheld with Violations 
Issue Customer stated she had not received a bill for service since October 2017. 

Activity 
Jan. 22, 2018 Complaint submitted to company; response due 01/24/18. 

Violations 
WAC 480-110-385(3)(a) 

36 violations Failure to investigate and report the results of the informal complaint to staff within two 
business days. 

WAC 480-110-385(3)(b) 

6 violations Failure to keep the commission informed of progress toward the solution and final result of 
investigation. 

20 A Summary of CAS-22413-H5R0X8 (Customer Q) is available on request. 
21 A Summary of CAS-22428-R8D0C6 (Customer R) is available on request. 



Results 

Customer S22 
Date Opened Jan. 23, 2018 
Date Closed Jan. 31, 2018 – Consumer Upheld 

Issue 
Customer received a disconnect notice on 01/18/18 with a disconnect date of 01/24/18; 
company has failed to put service in customers name and did not fill out a service 
application. 

Activity 
Jan. 23, 2018 Complaint submitted to company; response due 01/25/18. 

Violations 
WAC 480-110-325(1) 
1 violation Failure to provide new customer with an application for service. 
WAC 480-110-385(3)(a) 

1 violation Failure to investigate and report the results of the informal complaint to staff within two 
business days. 

Results 
(The former resident’s name was on the customer list the company provided me in the data request.)  

Customer T23 
Date Opened Feb. 13, 2018 
Date Closed April 26, 2018 – Consumer Upheld 
Issue Customer stated last bill received was in October 2017 for August 2017’s usage. 

Activity 
Feb. 13, 2018 Complaint submitted to company; response due 02/15/18. 

Violations 
WAC 480-110-375(1)(h) 

2 violations Failure to include on the customer’s bill the current and previous meter readings, the current 
read date, and the number and kind of units consumed. 

WAC 480-110-385(3)(a) 

36 violations Failure to investigate and report the results of the informal complaint to staff within two 
business days. 

WAC 480-110-385(3)(b) 

4 violations Failure to keep the commission informed of progress toward the solution and final result of 
the investigation. 

Results 

22 A Summary of CAS-22429-H4L7W5 (Customer S) is available on request. 
23 A Summary of CAS-22565-P3W8Q9 (Customer T) is available on request. 



Customer U24 
Date Opened Jan. 29, 2018 
Date Closed April 19, 2018 – Company Upheld with Violations 
Issue Customer stated she is not receiving monthly bills and only received five bills in 2017. 

Activity 
Jan. 29, 2018 Complaint submitted to company; response due 01/31/18. 

Violations 
WAC 480-110-385(3)(a) 

33 violations Failure to investigate and report the results of the informal complaint to staff within two 
business days. 

WAC 480-110-385(3)(b) 

28 violations Failure to keep the commission informed of progress toward the solution and final result of 
the investigation. 

Results 

Customer V25 
Date Opened Jan. 26, 2018 
Date Closed Sept. 18, 2018 – Company Upheld with Violations 
Issue Customer stated he has not received a bill since 2017. 

Activity 
Jan. 29, 2018 Complaint submitted to company; response due 01/31/18. 

Violations 
WAC 480-110-315(4) 
1 violation Failure to return a customer’s non-emergency call within two business days. 
WAC 480-110-385(3)(a) 

41 violations Failure to investigate and report the results of the informal complaint to staff within two 
business days. 

WAC 480-110-385(3)(b) 

97 violations Failure to keep the commission informed of progress toward the solution and final result of 
the investigation. 

Results 

24 A Summary of CAS-22473-G7H6Z3 (Customer U) is available on request. 
25 A Summary of CAS-22461-V2L7H2 (Customer V) is available on request. 
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