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September 15, 2023

Re: Jeffrey Jon Greenberg vs. Louisville Gas and Electric Company
CN 2023-00149

Dear Ms. Bridwell:
Pursuanttothe Commission'sOrderdated August31,2023,in the above-referenced case, Louisville
Gas and Electric Company (LG&E) is providing the documents requested, as well as this

chronological narrative to assist in reviewing the documents.

Chronological Summary

On February 15,2023, a meter reader was conducting a regular monthly reading at the premisein
qguestion and found the meter upside down with no seal. Following LG&E's protocol in these
situations, the meter reader recorded the meterread, obtained a photograph and entered a code
that triggers what LG&E refers to as a “tampering order” for Field Services to disconnect the service.
When meters are upside down, the registers run backwards, showing a declinein the customer’s
usage. This is a common example of theft of service/illegal use, given that the meter is not
registering the customer’s actual usage. LG&E's tariff, at Original Sheet 105.1, permits LG&E to
discontinue service without advance notice in such circumstances:

When Company discovers evidence that by fraudulent or illegal means Customer has
obtained unauthorized service or has diverted the service for unauthorized use or
has obtained servicewithoutsame being properly measured, the service to Customer
may be discontinued without notice. Within twenty-four (24) hours after such
termination, Company shall send written notification to Customer of the reasons for
such discontinuance of service and of Customer'sright to challenge the termination
by filing a formal complaint with the Kentucky Public Service Commission.

This language is consistent with the applicable regulation, 807 KAR 5:006, Section 15 (g).

When the Field Services technician attempted to complete the tampering order on February
16, he was unable to disconnect the service at the meter because the meter was located in the
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backyard and the gate was locked. (LG&E had been unable to access the meter for regular reads in
the months leading up to the February reading as well, resulting in the estimated readings shown
on those bills). By looking over the gate, however, the technician did visually confirm that the meter
was upside down and the seal was missing. The technician knocked on the door to try to obtain
access from the residents, but no one answered. On February 17, another technician completed a
“re-read” order, which was issued by the billing department because the February 15 reading was
lower than the prior month’s reading. (In those situations, the billing department issues orders to
confirm the reading or determinewhetherthe initial read was erroneous). Although the gate was
locked, the meter readerwas able to confirm again that the meter was upside down and therefore
running backwards, which explained the “step down” reading that triggered the billing department’s
re-read order. Due to the continued access issue, the technicianinitiated an order for the Electric
Distribution Operations (EDO) team to cut the service “at the pole.” Because this premiseis fed by
an underground service, EDO terminated the service at the pedestal (which was located outside of
the gated area) later on the afternoon of February 17.

807 KAR 5:006, Section 15 (g) and LG&E's corresponding tariff provision require LG&E to
provide written notice of the reasons for termination within 24 hours after disconnecting for
tampering/illegal use. Typically, LG&E leaves a hang tag at the door immediately after they
disconnect at the meter. In this situation the access issue complicated matters, as there was a
transition from Field Services to EDO, resulting in LG&E’s failure to leave the notice.

The customer reported the outage via LG&E's automated phone system on February 18 and
then spoke with a customer service representative on February 19. The customer service
representative reviewed the account and determined that the service was disconnected for
tampering. The representative then called the customer back to advise of the reason for
termination, but the customer did not answer.

When a customer has been disconnected for tampering, LG&E charges them an
unauthorized reconnection fee of $49 when the meter does not need to be replaced. See Original
Sheet45.1. Whenthatfee hasbeenpaid andthe tamperingissuehas been corrected, LG&E restores
the service. As aresult of the phone call from the customer, LG&E reviewed the account and saw
an existing creditbalance that could be used to cover the UAR fee. Arepresentative then issued an
order to reconnect, and a technician completed the order on February 19, installing the meter
properly, resealing it, and restoring service. EDO later returned to move the pedestal because it
neededtoberaised. In connectionwith that, EDO alsoreseeded the grasstorestore the areawhere
they had had to dig.

On February 22,2023, Jeffrey Greenberg filed an informal complaint with the PSC, alleging
wrongful disconnection of service. LG&E's customer commitment team engaged in extensive
conversations with Mr. Greenberg and the PSC consumer inquiry division after researching the
incident. LG&E explained that the applicable regulation and tariff provision permit LG&E to
disconnect service without advance notice where a meter has been tampered with and installed
upside down in a manner that does not allow the company to register the customer’'s usage. In this
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situation, the customer, apparently through their electrical contractor, did in fact cut the seal,
remove the meter, and install it upside down with no noticeto LG&E. Therefore, the disconnection
was proper. In situations like these where an electrical contractor needs to remove the meter, the
electrical contractor should have notified the designated LG&E locater of the work and informed
LG&E of the need to reseal the meter when the work was complete. The contractor did not follow
the proper notification procedure here; and LG&E also did not receive notice of a completed
inspection from Louisville Metro as we should have. Therefore, when the meter reader found the
meter upside down on February 15, there was nothing in LG&E's system showing that the meter
had been pulled in connection with permitted work and needed to be resealed.

During the informal complaint process, LG&E also acknowledged the oversight in failing to
leave the notice, expressingregretfor thaterror. LG&E alsotookthe opportunitytointernally review
their disconnection notice procedures and took steps to ensure a similar oversight would not occur
inthe future. LG&E agreedtowaive the UAR fee. LG&E also arranged a time to replace the meter
with an AMI meter, thus resolving the persistentaccess issue. Finally, due to the Greenbergs
negative customer experience and the unusual circumstances caused by their contractor’s failure
to properly reinstall the meter and notify LG&E of the need to reseal the meter, LG&E even provided
Mr. Greenburg witha monetary payment (from a limited“customer experience” budget funded with
shareholder dollars), which he specifically requested and indicated would satisfactorily resolve his
complaint.

Documents Provided

The Commission’s August 31 Order requests four categories of documents.

a) All records pertaining to the basis of disconnecting Mr. Greenberg's service;

LG&E has attached the following responsive documents:

e A Summary Listing of the CCS Service Orders Associated with the
Disconnection/Reconnection Activities

e 2/16/23 Tampering Service Order

e 2/17/23 Re-Read Order

e 2/17/23 Off at Pole Order

e 2/19/23 On at Pole Order

e A Summary of the EDO Work Order Entries

e EDO Construction Job Card

e Photograph of the meter installed upside down

b) Copies of Mr. Greenberg's bills regarding the disconnection of Mr. Greenberg's service
on February 17, 2023;
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LG&E has attached the customer’s bills from November 2022 - May 2023

c) Copies of all written communication with Mr. Greenberg related to LG&E disconnecting
his service on February 17, 2023;

LG&E has no records of written communications with Mr. Greenberg related to the
disconnection of service

d) All records of in person or telephonic communication with Mr. Greenberg related to
LG&E disconnecting his service on February 17, 2023

LG&E has provided a Trouble Order Entry Screen Showing Customer Outage Inquiries via the
customer service phoneline. LG&E has onerecorded phone call related tothis incident. (This
is the .webm file provided - open with a web browser). LG&E's Customer Commitment
departmenthad several othertelephone conversationswithMr. Greenberg afterwe received
the informal complaint. Those calls are not recorded but LG&E has attached a summary log
of those conversations. We have also attached a copy of Mr. Greenberg’s informal PSC
complaint and LG&E's response.

In addition, a copy of this response has been sentvia US Mail to Mr. Greenberg at 7000 Hadley
Court, Louisville, Kentucky 40241.

Please contact me if you have any questions concerning these documents.

Sincerely,

Michael E. Hornung
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