COMMONWEALTH OF KENTUCKY

BEFORE THE PUBLIC SERVICE COMMISSION

In the Matter of:
MARY CHARLOTTE SMYLY
COMPLAINANT

CASE NO.

V. 2009-00364

LOUISVILLE GAS AND ELECTRIC COMPANY

DEFENDANT

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 September 3, 2009, a copy of which
is attached hereto.

Pursuant to 807 KAR 5:001, Section 12, LG&E is HEREBY ORDERED to satisfy
the matters complained of or file a written answer to the complaint within 10 days of 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.

By the Commission

ENTERED

o
SEP 28 2009 4

KENTUCKY PUBLIC
SERVICE COMMISSION

ATTE
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ATTACHMENT PAGE laﬁ~9~

T am confesting late fees, a reconnection fee, a deposit charge and overcharges. Also T
want compensation for damage done To my electronic equipment due to their negligence.

I, for myself and others, am requesting a customer jfseiecfed due date program for those
on whom the carrent plan is a herdship.

For about two years T have been asking LGAE/EON-US to change the due date of
payment for services from the end of the menth to mid-month when T would have the
funds to pay the bill on time. Their customer service people would say they would
accommodate my request and when it didn"f happen T would cail again and would be toid
that they weuld not allow a later pay dote then the gne on the bills. This went on for
menths and months until after T was disconnected and I spoke with LG&E/EON-US's
*Customer Commitment” manager and their attorney. Then with the migration to their
new system, "Customer Care Solution,” the selection option was eliminated altogether.

Also, LG&E's bills evidently come from Louisville, K’f but the pay stub has an Atlanta,
&A oddress. In general, the period of time from receiving billing, sending payment, and
having payment processed in Atlanta practically guarfantees late fees.

In December 2008 LGAE turned of f my electrical service without notice. As a result 1)
the registry in a computer was damaged ($500.00 for repair), 2) a DVD player was
damaged beyond repair, 3) I was charged a $20 reconnec’rmn fee and 4) T was charged
a $240 deposit.

In February 2009 LGAE sent two men in a bucket triick who, again without notice,
fuened of f the electricity. Tt would have been a simple thing for one of them ta
announce the outage before the fact. Again, I had compu‘i‘er damage. There was a

witness.

I made payment for two months on which T was charged late fees. Some of the money
intended for services received was diverted to satisfy the contested deposit without my
knowledge. I wasn't told that that was what they were doing and there was no
indication on the bills. I found out about this after I asked how the contested deposit
had been paid because the third bill indicated payment but did not state how that
happened. Their old billing system for fwo months showed both a required deposit and
ro deposit due.

LGAE/ECN-US's old billing system was flawed whichf I pointed out in a meeting
with them. Besides discontinuing the option of customer sefected due dates in the new
system, which works hardship on a lot of customers, the new system (computer and/or
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human processing) also seems to have problems.

Example 1 - my bill with a due date of 08/24/09 shows a charged late fee for a payment
which was definifely not mgundugasumgecharge where there was no usage. The
utifity charge was due 07/27/0% and a payment was made 07/21/09. Ye1 I wos charged o
tate fee. This has been pointed out to "Customer Commrrmen‘t" twice to no avail.

Example 2 - On 31 August 2009 T received a dascomzchon notice even though it is my
understanding that *customer accounts shall be considered to be current while the
dispute is pending as fong as o customer continues to make urdisputed payments and
stays current on subsequent bills”. LG4E's bill with due date of 08/24/09 shows a
balance due of $419.35. I paid $126.53 which includes one contested charge. The
comrested balance becomes $292.82. But the dxscong’zzchon notice says that I owe
$299.15. The difference is significant To me. And since T am being overcharged, what
about the rest of LGAE/EON-US's customer set? .
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RE: Account Information - Yahoo! Mail httpilluf'af»mcl 114. mail yahoo.com/me/shewletter?mid=1_22 ..

iufﬁgm :

TARSEES

RE: Account Information : Tuasday, June 30, 2009 1083 AM
From: “Clark, Ketring” <Katrina Clark@eon-ug.com™> ;
To:

Cet - “Meltar, Tomnthy” <Timothy Maltop@®eanus sam>, "Stethen, Julie” <Julis Ststheni@eon-
us.com™>

Bilting History.doc 540

Is. Smyly,

i
Bir. Melton ashed me 1o re-scnd the vesponse that 1 sent {0 3iou on Thaursday, June 25, 2000,
Katrina Clack '

Customer Commitment (502-627-2202)

PSCComplainta@eon-us.com

From: Clark, Eatrina
Beat: Thursdgy, Jone 25, 2009 8:04 AM

T
Cor Melton, Timothy
Subject” Aecount Information

fe. Smyly,
¥, Nstton bas asked me to respond 10 your recent e-mmsl

1 have updatad the billing and paymaent history that Ginny Smlth forwarded to you Beme time ago.
{See Attached)

In reference 10 your guestion ahout the deposit billing;

t
Your bill due on 2/9/03 indicates 2 required deposit of §240
® Your Eil due on 379/00 wndicaben 8 vegquired deposit of S?A{)
2/12/09 - Payment received: $269.87 ($55.04 was applied to deposxt & remaining $214.83 was applied
to current charges)
3/10/09 - Payment received: $214.83 ($184.96 was apphied ta the remaining deposit and $29.87 was
applied to the account balance) :

@ Your bitl due on 4/9/09, reflected the deposit as being ﬁaid ‘n full, which 1s correct.

I trust this information will be help you to undersﬁfmd your aceount balance.
Sincerely,

Kagrina Clark

[, e e s o4 o i e g 1 2 i o 8 g s

10f3 s 9/3/2009 8:28 AM
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Customer Service: (502} 589-1444 Mon-Fri ZAM-7PRA
Walk-in Center Hours: Mon-Fri 8AM-5PM |
Telephone Payments: (800) 780-9723
Power Outage Reporting: {502) 588-3500
WWW.80N-US.COm '

Recoagnecking of Services

Service wilt be recanneciod within 24 hours efter verification of
Tult payrnemt of Hwe deliaguent ameunt due. A reconnest fee and
a new or additionsi deposit will be required es a condifion of

Actount Name:  MARY SMYLY

reconnection, ¥ paying by credit card, debit card. or electronic Sejvice Address: 1412 N ENGLISH STATION RD
check or at one of cur Authorized Payment Agent locations, you ‘ LOUISYHLE KY

will need to cait LGA&E Customer Service at (502) 589-1444 after :

payment iz mase I osder to have yous service restared. Unauthorized reconnection of servica is a crime -

punkshable by bre.

" Yiour socourd s past due. H full payment of the cﬁalmqueréammmﬁé‘isnmfecewed by the final pay date shown above,
your service will be subject to disconnection.

It you are unable to pay the total delinquent amount by the final pay ddte call our Customer Service departrent. You may
also contact the Commaonweaih of Kenbucky's Cabired tchamﬁasamf C!fu%ekwat{&ﬂm IT2-2973 tor indormalion abow the
avattabiity of beal, siate or federal prograns for assistanoe.

Full payment of the delinquent armount due can be mads:
» By cradit card, debit card, or electronic check by calling (800) 78€)~9723 (Transaction fees may apply.)

» On-line at weww.eorn-us.com. (Transaction fees may apply.) ‘
o By mail. (Payment must be raceived by the Final Pay Date listed labove to avoid distonnection of service.)
= Al one of our Antharized Payment Agent locafions. {You mast psemnds & recent bill ot the Bme you make your pavment }
* A your boal LGSE Customer Service Cander. 1
The final pay date will not chargs-tgonTg exgt of futurg biis” "I’f'yeu drspu%e the rez tenmination, call LG&E at (502)
589-1444, /; g o ,'; } (B “ = ," L]Z‘{q 3@ Q\C?(
=y St ST E ok = ; " »wlf {SZQ v~.l 8 r}qd
= G5 LB
wqyi;t__cgpieir Service gq:z_.)_'sss-'iw ' ) FLEASE RETURN Tms PORﬂma WITH YOUR PAYMENT
'. ’ L ‘Fiwalp‘av 2* . Dlliguent. | . Ao |
, c;rg/o?m 3 $209.15 .| §
MRLIOSO00D, GRONOOD C 120005083 01 AV 8335
: ' BMEARY SMYLY
| 1412 N ENGLISH STATRIR RO
& | LOUISVILE KY 402232t 12
Fe PO BOX 538612 g
g; ATLANTA, GA 30353-8512 ‘ |“phlﬁilunn'h‘n‘lpt‘ﬁnﬁgﬁ: !llghvilulpanuﬁhi
z
S

Service Address: 1412 N ENGLISH STATION RD ’
Home Phone (502) 245-4236 :
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Walk-In Center Hours: Mon-Fri BAM-EPM{EST) DUE PATE.
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Current due date applies to the current bilf
anly. Previous amount due , i
to disconngctiosn.

HARY SKOVLY
1412 N Engiish Station Rd
08/09/09

Service Address:
MNext Read Date:

Averages for ;“P reviqus Balance

Billing Period ‘ Fayment as of BB/12 (170.95)

Ag,e{age'gm” RS N X as of G 28832

fdumber of Days Bifled A 7 Elect{ic Charges JfJ[(%F,ﬁnsez _

Electrichwhperday 522 o7z ¥ /"ﬁ’ ﬁfw“;f% I IEEEINN ;57&;;5;

s o1 o R % rges as 126,52

G ccfper day a EEE Othet Charges < 350,

51935

Customer Charge
Energy Charge

Other Charges For Above Rates
Blectic Fool Adustment [$30.00184 = 1516 loeh)

Elechic DSH ($OOS193 x 1516.00 kwds P
Environmerdad Surchage: (1.080% x $111.68)
Home Energy Assistance Fund Charge

Rata Type: Residentis: Electric Service 4
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Plaase see reverse sige lor addrional charges.
Cus’mmer Ser\fice {5&2} 589-1444

Bring em‘rmhmwhmp:iym -in pamon. .
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ATLANTA, GA 393538612

Service Address; 1412 N English Station Rd
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Lonnie E Bellar

Vice President - State Regulation
Louisville Gas and Electric Company
220 W. Main Street

P. O. Box 32010

Louisville, KY 40202

Mary Charlotte Smyly
1412 N. English Station Rd
Louisville, KY 40223

Service List for Case 2009-00364





