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.omplaint Message 

Charlene Wyatt 
1804 Ashley Ct # 101 
Florence , KY 41042 

Dear Charlene Wyatt : 
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This message is in regard to your concerns submitted on 5/24/2015 
2:59 :54 PM against Duke Energy. Your complaint was assigned ID 
10638125. We received the business's response to your concerns, 
and you can find the contents of the message below or attached. 

To assist us in bringing this matter to a close, we would like to know 
your view on the matter. 

* Has the company addressed the issues of this dispute? 
* If not, why? 
* Has the company met the agreement they outlined in their 

response? 

Please submit your thoughts via online system, fax or mail within 7 
days. 

The text of your complaint may be publicly posted on BBB's web site 
(BBB reserves the right to not post in accordance with BBB policy). 
Please do not include any personally identifiable information when you 
tell us about your problem or in your desired outcome. By submitting 
your complaint, you are representing that it is a truthful account of 
your experience with the business. BBB may edit your complaint to 
protect privacy rights and to remove inappropriate language. 

Your complaint will be made part of the company's BBB Business 
Review. If we don't hear from you, your complaint will be reflected as 
"answered." Should you have any questions or further concerns, 
please do not hesitate to contact us. We would be glad to assist you . 

Regards, 

Tamara Hasselbeck 
Marketplace Resource Consultant 
thasselbeck@cincinnati. bbb.org 
Phone: 3 

MESSAGE FROM BUSINESS: 

As previously discussed with this customer, Duke Energy 
investigated switched meters at this location in April 2015. 
Indeed, the meters were switched between unit 101 and unit 
302. When Duke Energy disconnects service at a meter and it 
causes a different residence to be disconnected, that indicates 
meters are switched. The serial numbers on a meter will coincide 
with a residence. 

./ 

In this situation, Ms. Wyatt was billed for electric meter number 
 which belonged to unit 302. The neighbor at unit 302 

http:/ /odrcomplaint. bbb.org/OD RWeb/Consumer/ComplaintMes agePrintView .aspx ?Print... 6/10/2015 



View Complaint Message ---
was billed for electric meter number  which actually 
belongs to that unit 101, or Ms. Wyatt's residence. 

Duke Energy does not know how long or how the meters were 
switched. It could be possible that they were switched for 
several years, but the answer to that will probably never be 
known. Once the investigation was completed, the usage for 
both units (accounts) had to be corrected. Ms. Wyatt received 
the bill showing corrections back to April 2014. For the state of 
Kentucky, Duke Energy can correct bill charges up to one year 
(12 months). When Ms. Wyatt received the bill with the 
corrected charges, it does not mean that the meters were 
switched in April 2014, but this was the timeframe for billing that ~ 

Duke Energy was allowed to correct. ___-/" -------
Attac · requested from 
February 2014 through May 2015. These bills have been mailed 
to her in the past, it's unclear why she would not have received 
those. Payment arrangements had been offered to the customer 
in May 2015, which she declined. That offer still applies if the 
customer wants to take advantage of it. · Duke Energy would not 
be removing the corrected charges from the account. 
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