
COMMONWEALTH OF KENTUCKY

BEFORE THE PUBLIC SERVICE COMMISSION

In the Matter of:

DAVID AND LAURA DAVIS

COMPLAINANTS

LOUISVILLE GAS AND ELECTRIC COMPANY

DEFENDANT

)
)
)
) CASE NO.

) 2009-00420
)
)
)
)

ORDER TO SATISFY OR ANSWER

Louisville Gas and Electric Company ("LGBE") is hereby notified that it has been

named as defendant in a formal complaint filed on October 21, 2009, a copy of which is

attached hereto.

Pursuant to 807 KAR 5:001, Section 12, LGB E is HERFBY 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

ATTEST:

Pl'rhetor
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the specific act, fully gd cl~ty, or facts that are the reason

and basis for the complaint.}

Continued on Next Page



Formal Complaint

YB.

Page 2 of 2

t

Wherefore, complainant asks WN//'Rlr" Zli gr .yK</ 6 rY28 s nd
(Specifically state the relief desired.(
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, Kentucky, this / / day
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(Name and address of attorney, if any)



To Public Service Comrmssion

From Laura J Davis
11706 whitewood ct
Louisville Ky 40272

In -7/09 my Louisville Gas k Ele was disconnected, I called and was told I didn't pay
my bill in full and I stilled owed them a balance of $ 140.00 or so, I advised them this was
an error on my part, but they told me because of that they would charge me a reconnect
fee, and a $295.00 deposit, I told them I was unable to pay that amount and needed it
waived, they refused, so I ask for a payment plan to pay this, the customer service
associate I was speaking to was unable to help me, and after several attempts to make
arrangements I ask for a manager because I knew I wouldn't be able to pay this at one
time, I had been running behind because my husband lost his job in may 2008 and we had
a very large pay cut, so they let me talk to Barbie, Barbie advised me that only a manager
could set up arrangement other then payment in full, she told me that she would set the

$295.00 up over 4 payments, however I would have to make my payment on time or it
would void my payment plan and I would have to pay this amount in full, I reluctantly

agreed because I didn't have any other option, Barbie told me that I would have to pay
$175.00 that day/ guess it was my balance plus a reconnect fee) then would have to pay
the 1/4th of the payment plan and my bill, which would be $215.00 and I would have to

pay if by the date on the green bill,

So on aug 14 I paid my 1 installment and my LGE bill which was $215.00, so I kept
to my end of the deal. However when I received my next bill on sept 2, 2009 it had a total
amount do of $361.73which was $140.46 for my utilities and $221.25 for the other
charges since this was not broke down into my agreed amount I called and spoke to a
Darlene about our arrangement with Barbie she looked into all of the information I gave
her. and she said I don't understand what happened but I see that you paid what you were
to pay and that the remaining balance of $221.25 on the other charged should be broke
into 3 other installments she assured me that everything was ok, and just keep to my
arrangement. that I made and everything would be Gne So on sept 14'" 2009 I paid my 2"
installment amount and my payment that was in the amount of $214.71 and I paid it by
bill matrix, that was posted to account I gave ail my information to them
and posted my payment on time and for the correct amount, they gave me a conformation
number of':,then on sept 22, 2009 I received a brown notice telling me to pay
in full by sept 30, or they would shut my service off again, so of course I called., (by the

way, you never get right thur„always a 10-15min wait) now a customer service associate

by the name ofjohn answers the phone, and I have to spend several minutes on the phone
telling them what has happened, he said no payment was made for sept, I told him I paid
with bill matrix, and that they gave me the cordinnation number and everytMng, at this

point I am so upset, because every month I have to call and figure out what is going on
because they were not keeping their end of the arrangement. So
Now I have John on the phone telling him everything again just for him to say he cant do
anything, I have to call bill matrix, and if I paid they will be able to tell him, then and

only then will the payment be posted and everything will be setback up, I told him I had



the number, he said he cant do anything with it they could, he advised me to call 1800
9679649, and give them my information and when they find my money, have them fax a
copy of the amount, and the DATE it wad paid so he could post the money and get this
back on the payment plan, so of course I did all the work calling all the phone numbers,
and I spoke to Lakinda at bill matrix she advised that the account number it was posted to
was wrong, that the numbers were backwards, it went to account =—and it
should have been account after we once again got everything accounted
for and see what had happened, she agreed to fax all info to john, and that is what she
done,

On that same day, John called back and left a message on the cell phone telling me
that they received all information and everything was corrected, and my payment plan
was back. on, so I just left it as that, but guess what they came and shut my service back
off on 9/30/2009.

So once again I am on the phone it took me 22 min of the 30 min lunch I got to get
someone on the phone, that is when Keisha took the call, and as you can imagine I was so
upset that I was loud and very demanding to speak to a manager, I advised I didn't want
to go thur all my information once agam, just to have them put me on with a manager
because they didn't have authority to do anything, she insisted I tell her what happened
before she could look for a manager, so I told her everything, she said she would have a
manager call me back, I told her I was at lunch I didn't want to hang up, I wanted a
manager now, she top me that she would look for one, but if she cou1dn't find one I
wouldn't be able to hold they had other customers, and I then told her I would hold while
she went to look for one, she came back to the phone after a few seconds, and just
disconnected. the phone, so now I am beside my self completely mad that I would be
treated that way, when I have been nothing but apologetic to the staff about my anger and

disapproval of how thing were ran there,

I called back, and after 15 min got a Deidra, I went thur this again and this is what she
said, well I see that you are right„we did shut you off in error, I see that John got the fax,
and he tried to set you back up on the payment plan but the computer didn't take it. I ask
that she get my service back on ASAP and she said a manager would have to do that and
that she would tell them what happened and have someone call me back, within a few
min a gentlemen by the name of Bruce call me back, and told me he was a manager, So I
was thinkmg he knew what was going on, however he was calling me because of Keisha
not Deidra, kasha never told him what happened, just had him call so since he didn'

know why I was calling I had tn tell him eve~g again, I advised I was so upset on
how thing were conducted that I wanted to charge them a fee of $295.00 just like they did

me, Bruce didn't seem to understand anythmg I was saying, he seem to be very slow with

comprhenstion, ok now at this point the said yes their error, would turn service back on
didn't know what happened and would make sure he spoke to dispatch and that was at

noon, in between that time, another female manager called me and advised me Bruce was
not a manager but a coach what ever that means. I did advise her that he seen it was their
error and that he was going to have it turned back on ASAP, I did ask her to also call and



make sure they were going to take care of this and she said she would. Now with in the
next few hours I have had to call a few time to see when they were going to turn my
service on, I had to tell evening about the account again so they would know that this
error was LG&E and send them back out ASAP hke they said they would to turn it aback
on,

At 4:20pm (they turned it ofr at 11am) they send a employee to my house to turn the
service back on, I ask why it would take 5 plus hours to turn back on he said that they

gave him the notice at 1204 and ask me to look at the screen in the truck, he said they
didn't tell him it was a error on their part to rush the order, so he takes them in line. I
advised to the driver everything that went on, he of course said he was sorry but he can

only do so much,

I got the phone number for public service commission and called I spoke to Matt, I
told him I wanted to file a complaint, I told him everytlnng that happened and his

response was what do you want me to do, after I told him off, he changed his tune and

said he meant it as in what can he do to help me, he took all the info and had someone
call me back, that is when I got a call f'rom Maria another employee of LG&E called me
back and her response was, we will set you back up on the payment plan, I advised that

what I was asking for was my part of the deposit back, that they charged me $295.00 for

my original error and now the least they can do is give me back my money that I paid (not
their money my money) she said they don't do that, and she did say they were sorry, but
that is all she can offer me is fhe payment plan, I advised the payment plan was never
followed, I have been out a lot more then them, I advised this payment plan is not what I
wanted I wanted the money back that I paid in, she said she would have someone else call
me and see what they can do but she is unable to do that, so a few days later I got a called
f'rom Tim Melton, he ask what I wanted, I told him my money back and the rest of the
deposit waived, he said they don*t waive that money for anyone@ radviged I didn't want to
discuss just anyone, l was talking about my case, and everything4$ - Ht be black and

white, I advised that for all of my problem I should be given my money hack, that they as

a corp. are not being fair, for my error they are allowed to charge this fee of $295.00 but

they do not have to charge it, and I don't the they should be able to keep making all of
the error that they have made and no one be able to hold them accountable just because
they are larger then myself, I told him I wouldn't agree with him and I know they have to
have someone that would understand and agree with me that they should have to pay for
the error they have made, why do I not have a word in this, why isn't anyone going to
hold this company at bay for they errors that they are doing, I bet you this is not the only
person that they have messed with, that $295.00 on the bottom line is a lot of money, I bet
if any one completed a study on this they would see that the one to benefit is corporation,
they have no right to treat someone with the complete disrespect that they have treated me
with and have no consequence will someone please listen to me I am a hard working
person that is doing the best that I can to keep things going, and this is a lot of money to
me I do expect Iny money back %hen it all comes down to it the original payment plan,
was for my error, and now that I came back. to your company about their error, I think I
should be given my money back



aura J



Lonnie E Bellar
Vice President - State Regulation
Louisville Gas and Electric Company
220 W. Main Street
P. O. Box 32010
Louisville, KY 40202

Laura J Davis
11706 Whitewood Court
Louisville, KY 40272

Service List for Case 2009-00420




