
STATEOFOIDO 

COUNTY OF HAMIL TON 

VERIFICATION 

) 
) 
) 

SS: 

The undersigned, Marion Y. Byndon, Manager Customer Care Operations, being 

duly sworn, deposes and says that she has personal knowledge of the matters set forth in 

the foregoing post-hearing data requests, and that the answers contained therein are true 

and correct to the best of her knowledge, inform 

Subscri ed and sworn to before me by Marion Y. Byndon on this l3.. day of 

NOTARY PUBLIC 

My Commission Expires: Ju\y 8, '2022 



STATEOFOIDO 

COUNTY OF HAMILTON 

VERIFICATION 

) 
) 
) 

SS: 

The undersigned, Amy B. Spiller, State President of Duke Energy Ohio, Inc. and 

its subsidiary, Duke Energy Kentucky, Inc., being duly sworn, deposes and says that she 

has personal knowledge of the matters set forth in the foregoing post-hearing data 

requests and that the answers are true and correct to the best of her knowledge, 

information and belief. 

Amy B.Stiid, Affiant 

Subscribed and sworn to before me by Amy B. Spiller, on this (~ day of 

~Au,~ JSt__,.___, 2019. 

NOTARY PUBLIC 

My Commission Expires: Ju\y 8, 2CJ2.2 
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Duke Energy Kentucky 
Case No. 2018-00370 

Attorney General First Set Post-Hearing Data Requests 
Date Received: August 2, 2019 

AG-POST HEARING-DR-01-001 

REQUEST: 

Reference the July 31, 2019 Video Testimony Evidence ("VTE") at 11:55:28-11:56:23. 

Provide the script(s), prompt(s), information or document(s) that DEK's customer service 

representatives see and/or use to inform customers who contact DEK regarding their 

inability to pay, that financial assistance is available based on income, and provide 

Northern Kentucky Community Action Council's contact information. 

RESPONSE: 

Customer service representatives have access to an application called The Source. 

Representatives are able to access The Source during calls to obtain relevant information 

for the customer and subsequently provide them the information. Please see AG-POST 

HEARING-DR-01-001 Attachment 1 for screenshots taken from The Source providing 

information on customer assistance programs. See also, AG-POST HEARING-DR-01-001 

Attachment 2 for a copy of the training documents related to WinterCare. 

PERSON RESPONSIBLE: Marion Y. Byndon 
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DEMW - WlnterCare 

Description.: 
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Continuing a 30-year tradition . Duke Energy, euslomers and shareholder.I will porida Ille iJnds that are dlslributed by the Norlhern Kentucky Community Action Commission lo assist cuslomers struggling to pay lhelr winter energy blls Dub Energy con1Jlbutes S25,000 and d match $1 fO< 
$1 up lo an additional $25,000 In customer and employee doMtions each year to,°"' Wlnte<Cere pogram l.asl year, oor donalfon combined lri1h CUSlomer and employee donalioos pffldecl oww $69.000 lo assist mo,e than 400 families In need 

Wor1t Process: 

EHgJblJlly Regulremema 

• Applicants must be responsible to, home energy costs (biD In 1heir name or spouse·s name) 
• App&cants must be aclln! Ouke Energy Customers who tum, Duke Energy eleclric or natural gas es their primary heal ..,..a, 

• Ellglbllily and the distribution of iJnds an, determined by the Northern Ken1ucky Community Action Commission (NKCAC) on a case-by-case basis 
• Eligible CtJStomers can race"" osslstance DI up to $300 per program year, es long as tJnds are imiable 

Io apply for osststance 

The Northern Ken1ucky Community Action Commission manages the Pf11111R1 using federal low-Income guidelines, as wen as true need, to delmm!ne ellgibillty 

Ellglble customers can receive up 10 S300 <bing the year as long as funds are avallable. Cuslomers should contact the Northern KentUcky Communlly Adloo Commission at 859 845.00811,,,!il for more lnlormadon 

Required Documents 

• Proof of income for previous month for an adults In the home 
• Current electric or gas biD In head DI household or spouse's name 

Donations from customers or the publJc= 

Customer., may add a donation to their monthly Duke Energy blD Monthly biDs ha,e a special notation In the upper right-lland comer for WmlesCare donations. Customers may write In the doOar amount lhey WIIUld like to gin, (In ....,, dolar a.......is) t nd add The amounl to !heir bll payment, 

Donations may be mailed (check or money order only) to the Program Manager Checks should be made payable to The Nor1hem Ken!llcky Comnuiity Actloo Commls.sion/WmtesCere Program end maned to 

Winte,Care Program 

139 E 4th Street 

Cind nnaU. OH 45202 

Papedm Bilfing customen donatiom 

Paperless Billing customers can make a donation onJlne while scheduling their monthly Duke Energy payment Custo-,; wiD need to complete the section titled ·customer Contribution' W they would &ke to make a donate to W1nt..C.,e. 

AD donations are forwarded to the Nol1hem Kentucky Community Action Commission for distribution to those In need. 

AdmlnlstratlY1t Reference: 
//callcanterhelp.duke-energy com/credit_/W.,terCare_-_Kentuclty_OEMW.htm 
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DEMW - Customer Assistance Programs; Appointments 

Deseripllon: 

Information on programs Iha! pnrride assistance avallab!e to cuslomer.i during Iha winter heating season lndud!ng -1< processes to< pending appointments with agende!l 

Specialists may email VouchantelpOduke-energy.aim to< assistance with a pledge or agency payment. Questions should Include Iha program name In the subject of the emaD (Indiana EAP or Ohio HEAP or KY UHEAPI 

Wortr.Process: 

Indiana 

Energy Assistance Program (EAP) 

• Assists with winter bills 
• W pledge Is made. customer cannot be disconnected between 

Dec I and March 15 
• Program is thnJugh Community Action Agencies 

Helping Hand 

• Duke Energy Indiana Program 
• Eligibility deteimined by EAP 
• Funds distributed by EAP 
• Customer.i should be rafened to their local Community 

Action Agency 

Kentudly 

l ow Income Energy Assistance Pn,gr.lm (UHEAP) 

.• Assistance ID low Income households 
• Applicants should cal 800456-3452\.C or 800-Jn.2913'.• to schecmle an apt In Nor and 

Dec. 
• Crisis pn,rides assistance i customer Is e,cperlendng a home heating alsis 
, Crisis applicatlans can be made Jan. 5 • Mar 31 or unlll fllnds are depleted 

Winter care Program 

• Duke Enargy Kentucky Program 
• EDgibility determined by the Northern Kentucky Community Action Commission 
• Prurides resldtnllal customers one time only limited &nanclal assistance for heating 
• Applications are taken all year long. as long as funds are arailable 

I Certificate of Financial Need 

• Document Kentucky customers receiwe tom Community Action commission certaying the 
customer Is low income 

• In effect Nov. 1 to March 31 
• Custome, is eliglble to make two payment plans - one to p,event disconnection and one to 

restore serrice after disconnection 
• Customer must pay 5200 or 113 of CU1Tent bil whicherer ls lass 
• Deposit and reconnect fees are waffed 

~ I HomeEne 

• May help pay part of customers hu11ng blD if they qualiy as a low-Income household 
• Customers should be referred to their Conwnunlty Action Agency or send alJl)licatlon tom CaD Center forms • 

Home Energy Assist.ma, Program (Heap) Ohio 

balance. not amount due. 

I 
• HEAP Dnct Cnidi1s apply ID a customet's total aa»un1 balance Applies l o PIPP Plus a,stome(s totll! illTUIS 

Ohio Winter Rule 

• Begins Mid-October each year. and runs through ml<!-Aprll 
• Ohio Residential customers 
• Accounl must be in disconnect status. ha•• been DNP or h11Y8 a PDF/COA and trying 10 obtain new semce 
• Customer must pay $175, Of $175 may be pledged by CAA Of another agency 

I Ohio Heatshare 

• Duke Energy Ohio Program 
• Administe<ed by Salr.tlloo Amr/ 
• Cus1omer.i may cal 51 H62-5636',.(f) beginning Jan. 20 to determine ff they qualify 
• Income eliglbility Is determined by SalYaHon Amr, but customer., must meet other requiraments 

• Musi be resident of Adams, Brown, Butler, Clennon!, Clinton Hamilton. Highland or Wanen Counties 
• Hm, Duke Energy Ohio as heat prorider 
• Cannot be on PIPP (unless funds remain available after March 31) 
• Must be aJStomer of record 
• Must have Disconnect NoUce 

1
churches _. _______________ . Churches 

j Child ~ nd Family Services - - I Child and Family Services 

____________ !~FE_MA_____ FEMA ___ _______ _ __ 

f St Vincent De Paul 1 St Vincent De Paul 

~Semais I Cabinet ... Health & Fomtw Senk:es Job&F St!l'Yicas 
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'-~ DUKE 
ENERGY. 

Certificate of Financial Need/WinterCare 

Introduction 

Objectives 

Confidential and Proprietary Information 

In this lesson, you will learn about the eligibility 
requirements for the Certificate of Financial Need and 
Duke Energy Winter Care. 

After completing this lesson, you will be able to: 

• Determine eligibility for the Certificate of Financial 
Need and Winter Care 

• Identify the correct payment arrangement to 
establish with the customer 

• Verify the customer is CFN eligible by reviewing the 
Account Notes 



Certificate of Financial Need 

KyPSC Case No. 2018-00370 
AG-POST HEARING-DR-01-001 Attachment 2 
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'-~ DUKE 
ENERGY. 

The Certificate of Financial Need (CFN) is a document that Kentucky customers receive from 
the Community Action Commission (CAC) certifying that the customer is low income. 

• Program runs from November 1st through March 31 st every year 

• Customer would be eligible for two CFN's per winter season: 
o One to prevent disconnection 
o One to restore service after disconnection 

• The CFN is an exception to the one (1) agreement per year guideline 

• Refer customers to their local CAC to apply 
o Eligibility is income based 
o The CAC office will notify the PIPP department of eligible customers 

• Account must be in a DNP status 

Once the CAC contacts the PIPP department to advise that the customer is eligible for the CFN, 
the PIPP specialist will make an Account Note stating this information. 

Confidential and Proprietary Information 2 



Certificate of Financial Need 

Certificate of Financial Need Call Handling 
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'-~ DUKE 
ENERGY. 

• Check Account Notes to determine if customer is CFN eligible 
o If no notes are listed on the account, refer the customer to CAC, not a PIPP 

specialist 
o If the CFN is verified, set the customer on the appropriate payment plan 

• Add an account note stating the action taken on the customer's behalf 

Once a Customer is Eligible to use the CFN: 

If ... Then ... 
Service is OFF - Customer must pay $200 or 1 /3 of current 

bill, whichever is less to restore service 
only 

- Agreement will be set on the remaining 
balance based on the following 
guidelines: 

0 May have a 6 month agreement if 
the balance is less than $600 

0 May have an agreement until 
October 15th if the balance is more 
than $600 

Note: Security Deposit and Reconnect 
Fee are waived. 

Service is ON - Customer must pay 1/6 of the balance up 
front to be setup on the agreement 

- Customer may have a 6 month agreement 
if the balance is less than $600 

- Customer may have an agreement until 
October 15th if the balance is more than 
$600 

Confidential and Proprietary Information 3 



Winter Care 

Program Summary 
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'.~ DUKE 
ENERGY. 

• Winter Care is a Duke Energy Kentucky sponsored program designed to provide heating 
assistance to those in need 

• Winter Care is administered in partnership with Northern Kentucky Community Action 
Commission (NKCAC) 

• Funding for Winter Care comes from Duke Energy shareholders, employees and 
customers. Each year, Duke Energy donates $25,000 and will match up to $25,000 in 
employee and customer contributions. 

Eligibility Requirements 

• Applicants must be responsible for home energy costs (bill in their name or spouse's 
name) 

• Applicants must be active Duke Energy customers who have Duke Energy electric or 
natural gas as their primary heating source 

• Eligibility and the distribution of funds are determined by NKCAC on a case by case 
basis 

• Eligible customers may receive assistance of up to $300 per program year 
• Customers must provide proof of income for previous month for all adults in the home 

and their current electric or gas bill and in head of household or spouse's name 

Customers may call Toll Free 859-845-0081 or online at nkcac.casscheduler.com for 
additional information or to schedule an appointment 

Confidential and Proprietary Information 4 



REQUEST: 

Duke Energy Kentucky 
Case No. 2018-00370 

Attorney General First Set Post-Hearing Data Requests 
Date Received: August 2, 2019 

AG-POST HEARING-DR-01-002 

Reference the document following this request and the July 31, VTE at 2:01:36. Confirm 

that the Amy Spiller who appeared as a witness before the Commission at the hearing in 

this matter, is the same Amy Spiller who substituted as counsel ofrecord for DEK in Case 

No. 2008-00100. 

RESPONSE: 

Yes, the Amy Spiller who appeared as a witness before the Commission at the hearing in 

this matter is the same Amy Spiller who substituted as counsel of record for Duke Energy 

Kentucky in Case No. 2008-00100. 

PERSON RESPONSIBLE: Amy B. Spiller 
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