
COMMONWEALTH OF KENTUCKY

BEFORE THE PUBLIC SERVICE COMMISSION

In the Matter of;

JAMES R. AND CHARLENE SMITH

COMP LAINANTS

LOUISVILl E GAS AND ELECTRIC COMPANY

DEFENDANT

)
)
)
)
) CASE NO. 98-211
)
)
)
)
)

ORDER TO SATISFY OR ANSWER

Louisville Gas and Electric Company ("LG&E") is hereby notified that it has been

named as defendant in a formal complaint filed on April 16, 1998, a copy of which is

attached hereto.

Pursuant to 807 KAR 5:001,Section 12, I G&E is HEREBY ORDERED to satisfy the

matters complainted of or file a written answer to the complaint witin 10 days from the date

of service of this Order.

Should documents of any kind be filed with the Commission in the course of this

proceeding, the documents shall also be served on all parties of record.

Done at Frankfort, Kentucky, this 4th day of Nay, 1998.

PUBLIC SERVICE COMMISSION

4.
i'Comrrfi'ssioner'
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Formal Complaint
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Historv of Account Difficulties
Re: Louisville Gas & Electric Comr>anv

For: James R. and Charlene Smith
5909 Carmelwood Circle
Louisville. KY 40229

Called week vrior to Christmas. inauired as to when bill
should be expected. spoke with a male (didn't met name). was
assured bill was on it's way.

J~nuarv 19. 1998: Spoke with Diaz Crawford. LG&E Customer
Service. was told bill was mailed 1/16/98. She informed me
that the bill was 8697.67 and it was for 64 davs. They had
held bill because they thought there was a problem with the
meter. Questioned her as to why there had been no attempt
to contact us in any way. she was not sure. Arranged for
her supervisor. Mr. White to call me on 1/20/98. Mr. White
never returned call.
Januarv 22. 1998: LG&E sent a man to inspect meter (via
Chuck Carlton). James stayed home. Found meter to be
operating correctly. Did extensive search. checking meter
with almost the entire breaker box shut off and then turning
breakers back on. Man stated that problem must be with one
of the large appliances (i.e. water heater. furnace, etc.)
due to results found.

Januarv 24. 1998'- After extensive search. testing amperage
of such appliances, found water heater and other appliances
were okay. Discovered problem was with furnace. Three
wires had corroded. two in their place and one had fallen
off. Replaced wires and thereby repaired furnace. Spoke
with Chuck Carlton to convey the finding. he stated that he
felt the corroded wiring must have been the problem.

Januarv 27. 1998: Bill finally arrived and was postmarked
January 23, 1998.

Januarv 30. 1998 (4:50 P.N.): Called KY Public Service
Commission, spoke with Jim Johnson. he said that he would
contact LG&E and he will call me back. (Didn t receive a
return call).
Februarv 5. 1998: Spoke with Keith at LG&E Customer
Service. He assured me that the electricity would not be
shut off. Said meter had been replaced (it had not).
Called Jim Johnson again, he gave me Katrina Clark s name
and number at LG&E. Ms. Clark said that the actual usage
must be paid for according to the KY Public Service



Commission regulations. I inquired as to why there had been
no previous contact with us and apparently there would not
have been any contact other than the bill, to alert us to
the fact that there was a problem. She could not give me a
satisfactory answer. She said I should speak with Mr.
Johnson at the Public Service Commission again. She also
stated that Feith should not have said the meter had been
replaced. it did not reflect that on our account. I asked
if Keith could be the male who spoke with me in December?
Katrina said possibly, as there were not manv males working
in that department.

Februarv 5. 1998: Called Jim Johnson once again. He told
me the same as Ms. Clark did, that actual usage was our
responsibilty. I argued that when a water leak is found
with the Louisville Water Company and repaired. an
adjustment is made for the customer. Also, that if we had
received a bill at, our normal billing cycle in December, we
would have been alerted of a problem and could have possibly
solved the problem before the bill had increased to such a
large amount. I requested to appeal and Mr. Johnson stated
that he would mail official complaint forms to our home. As
of March 9th the complaint forms had not arrived.

Februarv 19. 1998: Katrina Clark left a messaue on our
answering machine. Upon returning her call. she informed me

of the KY Public Service Commission reconsideration and
decision to make an exception in our case. A letter
regarding what had been done to locate and repair the
problem was requested. I stated that I would get the needed
information to her as soon as possible. James worked
several late nights and over the next two weekends,
requiring some time for him to write down what he had done
to locate and correct the problem.

March 3. 1998: Wrote letter to be faxed with information
regarding search and repair. Attempted faxing, however
school s fax machine was not working properly.

March 4. 1998: Attempted faxing letter once again. Not
sure if it went through. Katrina called for me at school
twice, once just 20 minutes after I had faxed the letter and
again in the late afternoon, she had not received fax.

March 5. 1998: Received call at school from Theresa Ward,
she explained that she had been asked to look at our case
for a possible adjustment in bill. The fax for Ms. Clark
had arrived on her desk late in the day on March 4, 1998.
Ms. Ward said that our home must have been 95 degrees during
that time. I stated that our home had remained at
approximately 70-72 degrees. She began to tell me that
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husband had said the problem with the wirina had allowed the
furnace to operate on 7kw instead of the 23kw it should have
been usina. 'here had been no noticeable differences in the
operation of the furnace. I asked her for her name and
telephone number so that I could have mv husband sneak to
her rewarding'his. He is a commercial HV/AC installer and
has much more knowledge about kilowatts and BTU s than I.
5arch 6. 1998: James attempted three seoerate times (10:00
A.M.. 12:00 F.M. and 2:00 P.M.) to reach Theresa Ward
unsuccessfully.

March 9. 1998: James again attempted to reach Ms. Ward and
was successfull upon this attempt. Ny husband felt Ms.
Ward s attitude was unprofessional and even told her so.
She was argumentative with him. She explained to him that
she was to arrange a pavment plan, not an ad.)ustment. with
us. Ms. Ward stated she felt that there had been errors
made in the reading of the meter. James was unhappy with
the course of the conversation and told her that we should
not be held accountable for their errors. The conversation
ended with my husband's request for the telephone number to
the KY Public Service Commission. Ns. Ward was unable to
give this information to him and transferred him to Katrina
Clark. however he feels that Ns. Ward never disconnected
herself from the transferred call. but remained silent (the
sound of the phone line was different).
March 10. 1998: Jim Johnson left a message on our answering
machine. I did not receive message until late in the
evening and was unable to return call at that time. On
March 11th, I took my car to the VET after work and was
still unable to return call.
March 12. 1998: Called Jim Johnson. He had received
information that, LG8cE was no longer considering an
ad,iustment on our billing. He stated that the reasons had
not been disclosed to him. He then asked if we still wanted
to continue further with our complaint. I said we would. He
is to mail the formal complaint papers tomorrow. He told me
that on February 5th, he had given our request for formal
complaint papers to his supervisor. The supervisor upon
reading our complaint had then contacted LG&E and requested
the ad.iustment.

March 19. 1998: Called the KY Public Service Commission to
find out what had become of the formal complaint papers that
I had requested. I spoke to a woman (did not get her name).
she told me that the paperwork had been found on their



suoervisor s desk that mornino and had been olaced in the
dailv mail. She said I should receive it in a dav or two.

16) March 23. 1998: Received letter and formal comolaint oaoers
f rom the KY Public Service Commission ~ The letter had been
da ted for Narc h 10. 1998.

Katrina Clark
LGSE
627-3083

Theresa Ward
LG8(E
627-4992

J im Johnson
KY Publ ic Serv. Comm.
1-800-772-4636



Schedule of Account Payment History

Dates
of

Service

KN Amt.
Usaae Billed

Amt.
Paid

Date
Paid

Balance
After
Pmts.

11/04-
01/07

01/07-
02/13

02/13-
03/09

16086

03211

02062

697.67

98.49

697.67

250.00 02/12 -250.00

150.53

150.53 03/10 -150.53

98.49

98.49 03/24

Totals 946.69 499.02 447.67


