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

N e e N N e N N’ N’

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

Execﬁfi% ﬂ/éé‘rdf
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T am confesting late fees, a reconnection fee, a deposit charge and overcharges. Also I
waht compensation for damage done to my electronic equipment due 1o their negligence.

I, for myself and others, am requesting a customer i&seiecfed due date program for those
on whom the asrent plan is @ hardship. .

For about two years I have been asking LG&E/EON-US Yo change the due date of
payment for services from the end of the month 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 told
that they weuld not allow a later pay date then the dne on the bills. This went on for
menths and months until after I was disconnected apd 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 attogether.

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

In December 2008 LGAE turned off my elecirical 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 r‘econnechon fee and 4) I was charged
a $240 deposit. :

In February 2009 LGAE sent two men in a bucket fmf,xck who, again without notice,
nrned of f the electricity. It would have been a sim’{:&e thing for one of them to
announce the outage before the fact. Again, I had compu?zr damage. There was a

withess.

I made payment for two months on which I was churbzd late fees. Some of the money
intended for services received was diverted to satisfy the contested deposit without my
knowledge. T 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 two months showed both a required deposit and
ro deposit due.

LGAE/EON-US's old billing system was flawed whichf I pointed out in a meeting
with them. Besides discontinuing the option of customer selected 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 o due date of 08/24/09 shows a charged late fee for a payment
which was definitely not lote and a gas ussge charge where there was no usnge. The
utifity charge was due 07/27/0% and a payment was made 07/21/09. Yei I was charged a
iate fee. This has been pointed out to "Customer Cd,mmi?men‘t” twice fo no avail.

Example 2 - On 31 August 2009 T received a dascennec‘hoﬂ notice even though it is my
understanding that *customer accounts shall be considered to be current while the
dispute is pending as fong as a customer continues 16 make undisputed payments and
stays current on subsequent bills”. LG&E'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
comtested balance becomes $292.82. But the dxscong’sachon notice says that I owe
$299.15. The difference is significont to me. And sjnce T am being overcharged, what
about the rest of LGA&E/EON-US's customer set?
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RE: Accouni Information - Yahoo! Mail httpv'//@»mcl 114. mail vahoo.com/me/showletter?mid=1_22. ..

iufMAm !

MITTAT

RE: Account Information ; Teesday, June 30, 2009 1093 AM
From: “Clark, Katring” <Katrina Clark@eon-ns.com™> ;
To: e
Ot "Meltep, Tomnthy” <Timothy Meltap®ean-us com>, "Stethen, Julie” j?u!ieﬂt;ethenl@@on"
WS COLm>

Bilking History.doe {5438

Ms. Smyly,

By, Melton asked me 4o re-send the vesponye thet 1 sent wsman'ﬁmsdav Jame 25, 2000,
Katrima Clark

Customer Commitment (502-627-2202)

PSCComplainta@eon-us.com

From: Clark, Kairina

Beay: Thureday, Jone 25, 2000 204 AM
To " ;

Cor Melton, Timothy

Subject” Aecount Information

s, Smayiy,
3. Misdton has ssked me to respond {0 your reeent e-mail

1 have updatsd the billing and payment history that Ginny Smlth forwarded to you reme time ago.
{See Attached

In reference 10 your quegtion about the deposit billing;

I
& Your bill due on 2/9/03 dicates 2 required deposit of 5240
® Your il due on 39/008 indwabes a required deposit of 3240

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 applied ta the remaining deposit and $29 .87 was
applied to the account balance)

@ Your bill due on 4/9/09, reflected the deposit as being ﬁaid in full, which is correct.

t

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

Katrmina Clark

— o s s e s b 4 ey - s it B i

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 '

Reconnection of Semvices

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 ane of cuz Authorized Payment Agent locations, you ‘ LOUISYRLE KY

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

paymaent is thasle i order 1o have your service seataved. l!namiwﬂzad reconnection of iEar
prmnskm!ﬁe by borep.

" Yeur gccotrt is past dus. ﬁmummdmmmwmmm'mmmwmmmym shawur above,
your service will be subject to disconnection.

1

It you are unable to pay the total delinquent amount by the fma! pay ddte call our Customer Service department. You may
also contact the Commanweatih of Kenbucky's Cabinest iorFam&‘iasamf Cts’{ﬁmatwe} I72-2973 for ormalion aboy the
svaiiabiity of ok, siate or federal programs for assstanee.,

Full payment of the delinguent armount due can be made:
By cradit card, debit card, or electronic check by calling (800} 780—9723 (Transaction lees may apply.)

k4

o On-line af www.pon-us.com. (Transaction fees may apply.)
s By mail. {Payment must be received by the Final Pay Date listed hbove to avoid distonnecton of service.)
= Al one of our Autharized Peyment Agent locafions. {(You sm:stprsseﬁ%a recent hill at the Bme you make your payment.}
* A} your lboal LGAE Custommer Service Cander. .
The finat pay date will not chanie-tiporrgasipl "ﬂ'yeu d;spu%e the reason for !en'mnahon call LG&E at (502)
589-1444. g = R 3 F=m=s. 19, 357 029G,
¢ c?é. W ""’3 ~2G&
- G~ LB
931?9@@; Sep:yici » gq:e__)_;ss-'iw ' e PLEASE RETURN Tms PORT}ma WITH YOUR PAYMENT
7 ‘( _ ‘Fiwalp‘av 2' o beimm 'ﬁ‘é‘ it x
T a— , c;rg/o?m 3 $209.15 | §
MRLIOSO00D, GRONOOD | 120005983 01 AV 335
, ! MEARY SBAYELY
| 1812 N ENGLISH STATKH B0
5 | LOUISYHLE KY 40223-2112
H ; |
Fe PO BOX 538612 g
g; ATLANTA, GA 30353-8512 ‘ |“phlﬁilunn'h‘n‘lpt‘ﬁnﬁgﬁ: !llghvilulpanuﬁhi
z
g

Service Address: 1412 N ENGLISH STATION RD ?
Home Phone (502) 245-4236
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Walk-In Center Hours: Mon-Fd SA&&»EPM(EST}
Telephone Payments: (800) 780-9723
Power Qutage Reporting: (502) 589-3500 i

= it ampany WWW . SON-US.COM
Current dise date applies to the current bilf [ Asen .
anly. Previous amount due ' be: : Accpunt Nae: MARY SKEYLY j

Service Address: 1412 N Engish Stafion Rd

to disconnection. Next Read Date: 09/09/09 {

Averages for ;;“P reviqus Balance
Billing Period _ Fayment as of BB/12 (170.95)
Avetage Te«mpemra “~ | 1oe as of G812 ek
Sumber of Days Bifed 26 29 é i 1 | | Electiic Charges jfz[(% gg11ee
Eleclsickwhperday ~ 522~~~ gra 7 f’?’# Gas Charges & 1551 5y e
Gasicof per day 64 Ttag o T T Th o Uiy Charges s of 08/12 =07 126,53
pe o R : Otheg Charges < 350
Totst Amorrt Dua £19.35

Ffata Type: Residentiai Elaciric éervice *’”’ﬁ? ./,';r”“}, .

Customet Charge P )j‘) ; el / 1/ N

Energy Charge c*, (f? ‘Q-:u?‘ ,,C)t " ;1 !{ ( r'f{; {'} (- — \

Other Charges For Above Rates ,_)f £ / U‘ e Vi g’ L f =

Blectic Fuet Adpstment [30.00184 1516 ket 1 6 }{} )~ \”L [0, e \ /7& 7 £ (;} ;
Elechic DSM (SCO519Z x 1516.00 kuiy P ;(, e Ml i 4 ¢ zess -

Envirenmerial Sinchange: {1.080% x §111.65) AN . /V k j 121 A .

Home Energy Assistance Fund Charge gt é/uv i ;w Tg\’)\ ’N%\ C‘:‘ 0.15 ¢ b % ;}i @Cf OK»}’@‘;

; ‘x i !jf e /ﬁ;@,&,ﬂ; 3}‘3 e P

e i AL - e i

[1Gas Distrittion Ctm’ye BOH G %5 ooh
Gas Supply Component (50.46914 x 2 ccl)
1] Gas Supply Companent [50.59313 x 3 cci)

Other Chargas For Abave Rates
s DSM [$0.00%23 x 5.0 ccf) e e
Energy Asaistance Fund Charge T
Toiat Gas Thonges L
Hloase sse reverse side lor additonal charges. Bring erdie bl when p:iymg in pamon. .
Cus’(omer Ser\iice {50:2} 589-1444 PLEASE ﬁETURN THI8 POHTION WITH YOUR PAYIENT
il P B MR T e o oL S
¢ paymem | .&mmutm } Aracnjnt D 2 Days | Whmier Help | Amount
i Avcoustbumber  ; | DueDste ! byDuebste AtwrDueDole |  Domstion | Enclesed
| smsm——— | | 082408 [ $419.35 | | gazses L8

© [ Check here i plan(s) requested on back of stub
Home Fhone (507} 245-4236

 ResidTrA 4n

MRUOREI3025, GOHERIED 11005238 0F AV (R385
P4s0 27 i, KIGRY SKOFLY

1412 N ENGLISH STATION RD
LOWSVILLE KY 40223-2112

PO BOX 538612
ATLANTA, GA 393538612

N e

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



