
OUR NEXT STEPS

WE CARE ABOUT OUR CUSTOMERS.

West Virginia American 
Water’s vision is to be the 
trusted steward of your 
precious resource – water. 
We realize that, through no 
fault of our own, the public’s 
trust in the water has been 
shaken. Nothing is more 
important to our team than 
to rebuild that trust with 
our customers and the 
community. 
This experience has been extremely 
diffi cult for the people served by our 
Kanawha Valley Treatment Plant. 
We are going to get through it by 
working together, and we thank our 
customers for their patience and 
understanding. We will continue 
testing, monitoring and working 
with our interagency partners to 
restore your confi dence in our drink-
ing water. Already, we have made 
signifi cant progress, with consistent 
test results showing the chemical 
has not been detected at our water 
treatment plant since January 13.  

We are also 
very proud of 
how the employ-
ees of West 
Virginia 
American 
Water, along 
with the 
National Guard, 
the West 
Virginia Bureau 

for Public Health and local subject 
matter experts, responded to this 
crisis, working around the clock 
under very stressful conditions 
to tackle this monumental task. 
Thanks to their tireless effort and 
dedication, along with their 
expertise, approximately 300,000 
people were able to resume use 
of their water. We are resolved to 
rebuild the customers’ confi dence 
and their trust in the quality of their 
drinking water. 

As you can imagine this event has 
generated a high volume of calls 
and questions through our customer 
service center, email, and through 
social media. Although we are at-
tempting to answer questions as 
we receive them, we have not been 
able to respond to all inquiries due 
to the sheer volume. We hope the 
following answers to some of the 
most frequently asked questions are 
helpful. 

Why does my water 
smell like licorice? 
The water may still have an odor. 
Odors can be detected at levels far 
below the level that the Centers for 
Disease Control (CDC) determined 
is protective of public health. In fact, 
it has been indicated that the odor 
threshold is 100,000 times lower 
than the adverse effect level. 

What are your plans 
for long range sampling 
and testing? 
West Virginia American Water and 
its interagency partners are focused 
on testing and sampling and 
conducting system maintenance 
until we have achieved a level of no 
detection at representative sample 
locations taken throughout the 
entire system served by the 
Kanawha Valley Treatment Plant. 
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For more information
Please contact our 24-Hour 
Customer Service Center at 
1-800-685-8660 or visit 
westvirginiaamwater.com.
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What does non-detectable 
mean?
Any test result labeled “non-detect-
able” indicates that the result is 
below the analytical capability of 
the instrument and method used to 
measure it. 

How did you choose the 
sample points for the non-
detect round of testing? 
Sampling and fl ushing points were 
selected based on the predicted 
movement of water from zone to 
zone. The sample points represent 
entry point(s), middle point(s), and 
exit or dead-end point(s) within each 
zone. This provides for accurate 
monitoring/tracking for dispersion 
within each zone. 

The sample points in general 
provide optimum test points to track 
the concentration levels as the 
water moves through the system 
from one pressure zone to another. 
This also establishes effective 
directional fl ushing, as the previous 
zone provides fl ushing water for the 
next successive zone. West Virginia 
American Water and the West 
Virginia Bureau for Public Health 
feel the selected sample points 
provide the best possible indicators 
for tracking/monitoring concentra-
tion levels throughout the entire 
system.

When does West Virginia 
American Water expect to 
reach the non-detectable 
level in its distribution 
system?
Customers should be reminded that 
all areas in the Kanawha Valley 
system have been cleared below 
the protective health limit of 1 ppm. 
At this time, we are not able to 
provide a timetable as we continue 
to conduct sampling throughout 
the distribution system to help us 
determine when we will reach 
non-detectable levels. The majority 
of samples collected to date are at 
the non detect level. 

What steps will West 
Virginia American Water 
be taking to reach non-
detectable levels of 
MCHM, and will you be 
providing updates on your 
progress? 
We will continue to perform 
sampling at the treatment plant 
and at multiple points across our 
distribution system. Samples from 
the Kanawha Valley Water Treat-
ment Plant continue to be trans-
ported to laboratories in the state 
for analysis at the parts per billion 
level. Test results consistently show 
the levels of MCHM declining 
throughout the system serviced 
by the Kanawha Valley Treatment 
Plant. 

In fact, the levels in the plant’s raw 
water and fi nished water have been 
non-detectable since Monday eve-
ning, January 13. We will continue 
to work with our interagency 
partners to restore the customers’ 

confi dence in the quality of the 
water, and we will communicate our 
efforts to achieve non-detectable 
levels of MCHM across the system.  

Can you sample in 
my home?
We are not conducting nor do we 
plan to conduct in-home sampling. 
We are instead focused on continu-
ing the sampling and fl ushing pro-
cess throughout the system until all 
sample points are below the level of 
non-detection. 

How will I be notifi ed when 
my area has achieved 
non-detect levels? 
West Virginia American Water and 
its interagency partners will notify 
our customers after all sample 
locations served by the Kanawha 
Valley Treatment Plant report at the 
level of non-detection.         

Will you be changing the 
carbon in your treatment 
plant fi lters?
Activated carbon caps on our 16 
fi lters are renewed or changed peri-
odically as part of our normal opera-
tions. Regular backwashing, which 
cleans and fl ushes fi lters, is part of 
our plant’s day-to-day procedures. 
Activated carbon is an enhanced 
form of treatment that provides an 
absorption capacity far greater than 
traditional fi ltering media. We plan 
to change the carbon in our fi lters 
when our treatment plant is operat-
ing at fl ows suitable for taking fi lters 
out of service. Changing out 60,000 
pounds of activated carbon per fi lter 
is a physical process that typically 
takes 2-3 days each.          


