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Evidentiary Hearing - September 13, 2019 12

JUDGE HATCHER: Let's bring this
proceeding to order and go on the record. CGood
afternoon. Today is Septenber 13th, 2019. The
Comm ssion has set this tine for an evidentiary hearing
in Mary Jackson, Plaintiff, v. Spire, Inc., doing
busi ness as Spire, Respondent, fil ed under
GC- 2019- 0331.

My nane is Charles Hatcher and | amthe
regul atory | aw judge presiding over this hearing.

Now, let's go ahead and have counsel for
the parties make their entry of appearance. First, we
have Ms. Jackson, who is appearing pro se.

M5. JACKSON:  Yes.

JUDGE HATCHER  And for Spire?

MR ZUCKER  For Spire, R ck Zucker,
Z-U- G K-E-R

MS. BOCKSTRUCT: Col di e Bockstruct.

JUDGE HATCHER:  And for Conm ssion Staff?

MR PRINGE: Travis Pringle. And | have
given ny information to the court reporter.

JUDGE HATCHER:  Thank you.

Pl ease, everyone in the audience, silence
your cell phones and any nobil e devi ces. Do we have any
prelimnary matters to address?

MR PRI NGLE: None from Staff.

Cardinal Court Reporting Services, LLC
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Evidentiary Hearing - September 13, 2019 13

JUDGE HATCHER: And then with w t nesses,
we'll go in the order that was subm tted.

And do we have any exhibits to introduce?

MR ZUCKER: No.

JUDGE HATCHER:  Anybody have any
paperwor k? Ckay.

MR. PRI NGLE: Yeah, we have one -- an
exhi bi t.

MR ZUCKER: How do you want to handl e
exhi bits?

JUDGE HATCHER: Let's just go in nunerical
or der.

So why don't you take one?

M. Zucker, you can take two through the
end.

MR ZUCKER = Ckay. I think I have siXx.

(Ther eupon, the court reporter nmarked Exhibits 1

through 7, for identification.)

JUDGE HATCHER: And to concl ude
i ntroductions, Conmm ssioner Maida Col eman of the Public
Service Comm ssion is here. And did you have any
coments before we get started?

COW SSI ONER COLENMAN: No.

JUDGE HATCHER:  Thank you.

Let's go ahead and get to opening
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Evidentiary Hearing - September 13, 2019 14

st at enent s. | believe the order is going to be
Ms. Jackson, followed by M. Zucker, followed by
M. Pringle.

Ms. Jackson, you have the fl oor

M5. JACKSON: Well, we here today -- we
here today because | was overcharged by Spire -- by
Spi re Conpany -- Spire Gas Conpany.

JUuDGE HATCHER:  Go on. Is that -- your
openi ng statenent is to set out what your claim
i ndi cat es.

M5, JACKSON: Okay. Well, ny -- ny claim
is that |I've been overcharged wthin Spire Conpany for

sone years now. And | had called themand | nade ny

conpl ai nt .

And this tinme here is that | definitely
been overcharged because | had paid -- well, ny son
paid the bill. And | had another bill cone out --
well, a big bill cane out.

Then the big bill cane out. So I'm here
now to make a resolution that where | -- you know, to
show that |'ve been overchar ged.

JUDGE HATCHER:  Thank you.

M. Zucker?

MR ZUCKER Al right. Thank you, Your
Honor. The issue in this case is whether we have

Cardinal Court Reporting Services, LLC
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Evidentiary Hearing - September 13, 2019 15

overcharged Ms. Jackson for services. It has been her
position that she has not used the gas that we have
charged her for.

And she's not the first person to conpl ain

about that. A lot of people would |like to have a | ower
gas bill, or -- or don't like the bill that we send
t hem

But -- and what we do in those situations
is we, first, |look at the usage that we're billing and

conpare it to previous usage at that residence, to see
if the usage is unusual or abnormal in sone way.

If the usage is high, we'll also | ook at
t he weat her for the period and see -- nake sure that

t hat hi gher usage is justified by higher weather. Then

what we also do in these situations is w'll do a high
bill investigation.
W' |l send sonebody out. They'll take a

| ook at the neter and nake sure that the neter is
readi ng the sane as the AVR, our autonated neter
readi ng device, and that everything |ooks like it's

wor ki ng correctly.

And they'll ook at the appliances in the
honme and -- and see that they're operating properly.
And, finally, the -- the last thing we do is actually
renove the neter and test it. W take it to a neter

Cardinal Court Reporting Services, LLC
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Evidentiary Hearing - September 13, 2019 16

shop where it's tested against a calibrated machine to
see if it's accurate. And it nust test wthin two
percent of exact in order to pass the test.

In this case, we -- we did all of those
things for Ms. Jackson. She first conplained that we
were overcharging her in early 2016. W | ooked at the
usage and we found that it was actually |l ess than the
year before.

So we explained that to her. And | think
her response was she would like to check with the PSC
on that, because she had nade an i nformal conpl aint.
She didn't |ike our answer.

The next year in early 2017, she
conpl ai ned again, directly to us, not to the PSC. And
we did a high bill investigation. W sent soneone out.
They | ooked at the neter. They | ooked at the
appl i ances.

They found that they were all worKking
normal |l y as expected, including Ms. Jackson's
appliances. And so we didn't find any reason that the
met er readi ng wasn't correct, or the usage wasn't
correct.

And, by the way, the 2017 usage was
actually |l ower than the 2016 usage. So, again, there

was really nothing to -- for us to | ook at and, say,

Cardinal Court Reporting Services, LLC
314-485-1072




© o0 N oo o A~ w NP

N N N N NN R R R R R R R R R
O »h W N P O © © N O OO » W N B O
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okay, sonething' s wong here.

In 2018, Ms. Jackson conplained a third

time about the anount of usage we were billing her.
And we went and did the neter change that | tal ked
about. And we tested the neter and it tested within

the two percent perineters.

So the neter that had been at her house
t hroughout this period, up until the tinme we renoved it
on March 28th of 2018, tested correctly.

And so our position in this case is we've
done everything that we would nornally do to check our
meter to see that it is operating properly and
produci ng an accur ate readi ng.

And what we have found is that it is doing
so. That the neter is accurate and that the bills that
we' re sendi ng are accurat e.

Now, because we are custoner oriented at
Spire, we would like to work with the custoner and say,
okay, let us see if we can help you. You know, you --
you' re not happy wth the anount of usage you're being
bi Il ed.

Let's see if we can hel p you use | ess gas
and see where -- or see where the problemis if you're
havi ng a probl em In other words, if there's nore gas

than you really need, why is that? And so the -- the

Cardinal Court Reporting Services, LLC
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other main culprit, if you will, in an overuse

situation is the building shell, how airtight it is.
Because if -- you know, the furnace bl ows

warmair in the winter. If that warmair i s escapi ng

sonehow out of the house, then the furnace has to

continue to work, and work and work, because it's got
to replace all the warmair that's going out -- out of
t he house and you end up with a high bill.

It's unfortunately a legitimate bill, but
it's still high. And so there are certain tests you
can do to see whether or not there's sone air | eakage
going on in the house, either through the walls or the

wi hdows, or the attic.

And we have offered to do that for

Ms. Jackson, but she has been reluctant to al

low us to

do that. W have been to her house, as she has pointed

out, and may point out again today, to do the high bill

i nspection in 2018, but that doesn't really go to the

air tightness of the buil ding.

And so one of the reasons | passed out al

those pictures is for the Conm ssion to see the house,

itself. "' m not saying that the house is in

bad

condition, but if you | ook at the pictures, naybe

there's an opportunity.

It's a -- it's a very old house.

It's
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rat her | arge. It has a different configuration than
" mused to, especially on the second floor with these
dormers, or whatever they're called, kind of, sticking
out .

So there's possibilities that there could

be sone i nprovenents that could help her with the gas

usage. And we would like to explore that. M. Jackson
has -- has not agreed to that yet, but, you know, we're
here today and we're still extending that offer and
we're still open to it..

G herw se, we believe that our bills are
accurate and that we have not violated any | aws or
Comm ssion rules in this matter.

JUDGE HATCHER:  Thank you.

M. Pringle?

MR. PRINGLE: Yes. Thank you, Judge
Hat cher.

On April 29th, 2019 this case was
designated as a small formal conplaint case. In smal
formal conpl ai nt cases, Staff conpletes an
i nvestigation and files an investigative report wth
the Conmm ssion and all parties to the conpl aint case.
| nportantly, Staff does not advocate a position beyond
reporting the results of this investigation.

In this case, Staff was ordered to file

Cardinal Court Reporting Services, LLC
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his report by June 13th, 2019. Having concluded its
i nvestigation and having filed its report, Staff
concl uded that Spire has not violated any applicable
statutes Commi ssion rules, or Conmm ssion approved
conpany tariffs that were associated with this
conpl ai nt.

Staff nmenber, Tammy Huber, who conpl et ed
Staff's investigation and authored Staff's report, is
avai | abl e today should there be any factual questions
regarding Staff's investigation.

Again, Staff would |like to repeat that it
does not advocate a position beyond the results of its
i nvesti gati on.

JUDGE HATCHER: Thank you, M. Pringle.

What we do now is we go to testinony.

Ms. Jackson, you're representing yourself.

M5. JACKSON:  Yes.

JUDGE HATCHER So it would be a little
awkward for you to have yourself answer questions that
you ask. So what we do in these situations is we just
go ahead and ask you to, kind of, tell your story, what
do you want the Conmm ssion to know and to decide in
your favor?

MS. JACKSON: Well, first of all, that

house has been rehabbed, okay? M husband have

Cardinal Court Reporting Services, LLC
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rehabbed. W rehabbed the in and out of that property.

| bought it in 'O08. | nside of that property used to
have concrete. I tore all concrete down inside that
property, and | put drywall insulation inside.

This is ny second hone that |'ve rehabbed.
And there is no leak inside ny hone. That is a
brand- new furnace inside that property. | don't have
any children to overheat ny -- to use extra gas.

JUDGE HATCHER: Ms. Jackson, can
i nterrupt you?

MS. JACKSON:  Un- huh.

JUDGE HATCHER: When did you install the
i nsul ati on?

M5. JACKSON: Pardon ne?

JUDGE HATCHER: I ' m aski ng when did you
install the insulation?

M5. JACKSON: Inside the house?

JUDGE HATCHER  That you just nenti oned.

M. JACKSON: When -- '08, when | bought
-- when | bought the house. W rehabbed the house in
' 08.

JUDGE HATCHER  Ckay.

M5, JACKSON: I bought the house in '08.
We started rehabbing in '08.

JUDGE HATCHER: Ckay.

Cardinal Court Reporting Services, LLC
314-485-1072




© o0 N oo o A~ w NP

N N N N NN R R R R R R R R R
O »h W N P O © © N O OO » W N B O

Evidentiary Hearing - September 13, 2019 22

M5, JACKSON: Okay. And when | nean --
tore down walls, we -- we tore down concrete because
know t hat that concrete was going to hold nore heat.

And by this being ny second hone in this
same community, | know i nsul ation, the yell ow
i nsulation, wll hold heat inside ny property.

So | tore all the concrete down, insul ated
my property, put drywall up there. And ny house is
wel | secure and war ner. | do not use heat at night
because | don't even |i ke sumrer during summerti ne.

So | cut ny heat down because | have
electric blanket. M house still is warm M basenent
is warm That -- ny furnace do not overwork itself.
That gas don't cone out of there unless | turn that
t her nost at up.

And | does not turn that thernobstat up

hi gh, where | need to overheat ny property to keep it

warm because it -- it works just fine. You cut it
of f.

It goes by the weather. If the weather is
cold, it'll kick on, like it's supposed to. Because if
| had any problem | know how to call the furnace and
find out that, does | have any probl ens. I don't have

any problem

But when the tine | did have a problem it

Cardinal Court Reporting Services, LLC
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was just only the filter that need to be changed.
Ckay. It was only the filter that needed to be
changed. And | took tine to get that filter changed
because | know ny gas bill was constantly getting up
hi gher and hi gher.

And | barely be at hone. | be at
M. Pinney's house, which is deceased right now, today.
And that's what -- he stay on the next bl ock over.

That's ny guy. W been together for
35-pl us years. | stayed at his house nore than | stay
at ny hone, because there's no nore -- | don't have
kids at ny hone. My -- ny boys is grown, 35 and 27.

And | don't understand why Lacl ede said
t hat they not overchargi ng ne. I f you not overchargi ng
me -- | control what goes through that -- | --
control what go through that I|ine.

If I turn ny furnace off, you not going to
read anything. And that's what nost of the tine | do
when |I''m not at hone. During the wintertinme, | turn it
down | ow.

I turn it down to 65 because no one is
t here. I " m gone. ' m over on the next bl ock over,
because he had nostly everything over there. He had a
T. V. He had cabl e. He have everything | need over

there. So howis I'm-- howis I'mgetting billed on

Cardinal Court Reporting Services, LLC
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sonething that I"mnot there and I'"'m not use? So |I'm

tryi ng to understand. My honme is insulated very well.
EXAM NATI ON BY REGULATORY JUDGE

QUESTI ONS BY JUDGE HATCHER:

Q Okay. You said you got it installed in
20087

A What, the furnace?

Q The i nsul ati on.

A Uh- huh.

Q I'"d like to follow up on the furnace, too.

When did you get the new furnace?

A The new furnace got in 20 -- if | ain't
m st aken, it was 2010, if | ain't m staken.

Q Ckay.

A Because | don't have the paperwork with
ne. 2010.

Q Gkay. And have you had the furnace

servi ced?

A I had the furnace serviced only when the
furnace had stopped working at the tinme, to have them
to conme out and find out what was the problem

It was a little filter from 2016 -- what,
2010 to 20 -- well, they have the paperworKk. They have
t he paperwork when | did it. From that day, to that

day, that's -- that year, that's when | had the furnace

Cardinal Court Reporting Services, LLC
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-- soneone cone out. But the furnace was off for a
whol e nonth because | let it stay off a whole nonth
because | was going to see how Lacl ede was going to
bring ny bill up.

Because the only thing that ny bill is
runni ng up high, as they said, would be the furnace
because | -- on it, | have electric dryer, electric --
electric dryer, electric washer.

My furnace -- | nean -- yeah, ny furnace
IS gas. My hot water tank is energy-efficient. It's
not one of themold one that would burn it --
constantly keep burning. It's not one of them It's

-- Iit's the energy assi stance.

Q But it is gas?

A It is gas.

Q Ckay.

A Yes. But when you turn the water on, it's
not hot because you have to wait until it gets hot,

because they let you know that it's not burning |ike an
old, old, old furnace -- hot water tank, though. But
it save ne -- it save ne, though.

But that's the only thing that's running
-- or ny stove, ny gas stove. And then when |I'm not
using ny gas stove, | turn it fromthe knob behind the

st ove. I turn it off.

Cardinal Court Reporting Services, LLC
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Just like now, ny gas is off. They not
goi ng to read anythi ng because there's nothing running
through it. | turn it off every summer, because |

don't cook during the sumerti ne.

So we not going to get no bill fromthe
sumertinme. Wen wntertine, if it's -- if it's warm
days, | turn ny furnace off.

If we get, |like, a whole week or three or
four days of warm days during the wintertinme, | cut it
of f because there ain't no use burning no furnace. ' m
not there. Sol -- 1 control that, that furnace. |

control that gas, what goes through there.
Q Ms. Jackson, | want to ask you, how nmany

days a week do you stay at your house?

A I don't know. | barely -- 1 be at M.
Pi nney.

Q And that's been going on for 35 years?

A Yes.

Q So it would al so cover 2016/' 177

A Well, since | been there -- since | been
there -- before | noved there, | was staying with him
definitely.

Q Ckay.

A Ckay. And | bought that house. ' mj ust
used to ne and ny kids living -- I"mused to having ny

Cardinal Court Reporting Services, LLC
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own hone. So | had a house down the street from him

and | been with Lacl ede for decades, since | had two

ki ds.

So | know how, you know, to manage ny
bill. I know how to nmanage ny gas. So, |like |I said,
-- by ne not having no kids, I'mjust at his house.

"' mjust back and forth.

But nost of the tinme, I'mat his house. I
spend t he night at his house. Li ke now, I'"'mat his
house since he passed. I live there, actually. Well,
you know, | stayed at both houses, but I -- | been at
hi s house before we even cane to this hearing. He was
my witness to prove that.

Just like in Decenber, okay, he goes on
vacation. And | actually rather stay at his house so |
can watch out for his house. Because | have caneras
over at ny house. Did you all notice | had caneras?

al ready know you all been there, because | check ny

caner a.

So | have canera around ny hone. So
don't -- | don't do nuch worryi ng about ny security at
my hone, but | worry about his security because he

don't have security. So when he goes on vacation --
when he goes vacation in -- he goes vacati on Decenber

to January, then I'mat his house there at that tine.
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So that's, |like, two weeks from-- he take

t he weekend before Christmas and he's gone until

January -- this goes far back. He goes around about
January -- about the second week of January. And |I'm
in his house, still. And when he cone back, I'mstil

at his house.

He goes back -- he goes on vacation in
Jul y. He go back -- he go on vacation in July down in
Ar kansas for a whol e week. I'"mat his house. Then

August, Septenber, he | eaves for Labor Day, goes to

W sconsi n. I"mthere at his house, even though before
t hen.

That's it. He goes -- well, from Decenber
-- because that bill rise from Decenber to January.
When you get that bill from Decenber to January because

Il wasn't there.

That furnace was down |low. And you --

it's not -- it's not going to overheat itself, because
my house is insulated very well. It's very well
i nsul at ed. | prom se you, it's very well. | don't
need no heat at night because | don't -- | don't even
i ke sutmmer. So ny house i s very warm

Then | have substitute. If I don't want
to use that furnace, | have electric heater, which I
don't even really use the electric heater. I m ght use

Cardinal Court Reporting Services, LLC
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it in the bathroom you know, to wash up or sonething
like that if | wanted. But | don't have to cut ny
furnace on to just heat ny house up.

Q Ms. Jackson, when did you start -- first

notice that your bills were higher than expected?

A |'"ve been dealing with Lacl ede for
decades. | nean, this is not just an on -- just not
just a thing that just started. |'ve been calling the

Comm ssion and they said, oh, we ain't found not hing,
this and this.

So they side with Lacl ede. SoI'm Iike,

that's not going to stop ne because | know what | use.
I know what go through that furnace. If I'm-- if I'm
using it, I'"mgoing to pay.

Just like ny electric bill. | don't have
no problemwth ny electric bill. My electric bill is

so low. Look at this big old house. M electric bil
don't even cone near no hundred-sone doll ars.

Now, if it become $100. 00 because | m ss
one nonth and let go like that, | do it |ike that,
that's the only way it wll come up.

But for other than that, it just rise ny
bill, no. My bill right here now, today, is nothing
but $46.00 for this big old house. Because you -- if

you're not there to use it, how you going to charge it?
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Q You had said that you put insulation in
the walls --

A Uh- huh.

Q -- and covered that wth drywall. D d

you put anything in the attic space?

Q The attic was al ready good. The attic
was good. I didn't have to go to the attic. The only
-- only attic | had to go tois this -- let's see.

Okay. Ckay. He didn't take good pictures. Just |liKke
on the side of this house here --

Q Uh- huh.

A -- on the side of this right here, this
is the front of ny property right there. This is the
front. GCkay. This side right here is, like -- on this

side right here?

Q Ri ght .

A Okay. There was a big old tree there.
When | purchased this house, the tree linb had -- had
dropped down into -- like, into this side. Not -- not

this side, but this side right here.

There was a tree right here. And it --

it broke -- it broke off and then gave a big old hol e,
but I still purchased the hone. So I'min the attic.
So | had to -- these are not very good pictures, for
real .
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You ain't got the right side of the house.

But that attic -- that -- it was a big old hole in
t here. I nmean, | could see straight outside to West
Fl ori ssant. That's how big that hol e was.

Me and ny son, we put this roof on right
here. M and ny son, we put this roof on. It was bad.
| got a picture before and | got a picture after. That
big ole hole -- that's the attic on this side of the
front, to that side.

It was a big ole hole. | don't nean no
little hole. Big ole hole where you could see West
Fl ori ssant and you could just see out there, you know.
That -- we insulated that. W insulated that. W
i nsul ate the whol e upstairs attic.

Q Ckay. How nuch insulation did you add?

A | used a big -- it cones in aroll. That
thick insulation that cones in a roll.

Q Ckay. So it was just one of those that

you were able to unroll and --

A Uh- huh.

Q -- you bought it to --

A Bought it and slide it up there on the --
the what they call it, the -- it's divided.

Q Yeah.

A You know how they -- they divide it?
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Q Yeah, it's the rafters. Yeabh.

A Uh- huh.

Q Did you put the sane insulation in the
ceiling?

A Wll, we didn't have to go to the ceiling,
because when they tore -- when they tore the roof off,
we could see what the ceiling was |ike. It was -- the

ceiling was fine. So we didn't have to go up in the
cei ling.
Q VWll, | nmeant naybe in the attic. Did you

put the sane type of roll --

A Yeah, that's the attic. Yes.

Q Ckay.

A Uh- huh. Uh-huh. Well, here, this is the
attic. |If | knew pictures was going to be invol ved,
coul d have brought the real -- real pictures. Okay.

Here go the attic. The attic is on the

side -- is here. The attic is on here. This is ny
son's roomhere. As a matter of fact, we -- | rehabbed
t he i nsi de. This -- this is the part of the attic.

Q Uh- huh.

A On his front side. | had rehabbed all of

this on the inside of that attic, because there's a
cl oset there. Now, on the other side, that's the other

part of the attic, just |like on this side.

Cardinal Court Reporting Services, LLC
314-485-1072




© o0 N oo o A~ w NP

N N N N NN R R R R R R R R R
O »h W N P O © © N O OO » W N B O

Evidentiary Hearing - September 13, 2019 33

It's a whole side there. And we
i nsul ated. Tore everything out, insulate it, put up in
the ceiling the thick -- we ain't tal ki ng about the
bl ow ki nd. W tal king about the thick. So |
i nsul ated, yes, both of them
Q Ckay. And | had asked when your billing

di spute started. And | don't think |I ever got a clear

answer on that. The conplaint here is about 2016
t hrough 2018. Is that -- I'mnot seeing -- hearing any
di sagreenent. Wen -- you're saying that you' ve al ways

had a di sagreenent about this.

A Uh- huh.

Q When did that start?

A Wll, | said, like -- | said around about
-- oh, ny college went to college in 2010. If I ain't
m st aken, | think around about 2012, 20 -- about 2012.

Q Ckay.

A Because ny son was, like, in and out, if |
ain't m staken. It m ght have been earlier than that,
but around about 2012. It mght have been 2011,

because he went to college in 2010.

Q So wal k ne through what happened when t hat
billing discrepancy started. Had you been getting gas
fromthem and then you just noticed --

A How high the bill was. Yes. Because |
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mean, | know they going to go by the -- the fraction of
the building, high the building is, this first and
second and third floor. | know that.

But if you have your hone insul ation and
you know how this insulation, because it's an old
building and it's not no new building that they just
built, of course, you going to | ook, like, oh, okay,

she used | ots of gas. No, you don't know ne. This is

my second honme that |'ve rehabbed.

Q Uh- huh.

A I rehab this building and I know to keep
heat -- to keep heat inside ny hone. Ckay. Yes, |
have ol d w ndows, but | also have plastic up to them

W ndows. You know, not to all of them The only one
that really plastic is in ny bedroom This w ndow and
that wvi ndow. Themthe only two w ndows that is plastic
and | keep the plastic up there.

Q Ckay. | hear you then saying that you
purchased the house in 2008?

A Uh- huh.

Q And you rehabbed it and you had to keep
gas. And after you were done rehabbing, the gas bill
did not fall as expected?

A What you nean by fall?

Q Well, you did all of this insulation and
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you -- you fixed up the house?
A Uh- huh.
Q Were you expecting a decrease in your gas

bill? Wre you expecting it to go down because now t he

heat is --

A VWhat do you nean now? Now, you keep
sayi ng --

Q I"'mtrying to find out --

A The heat went in since | insulated it when
| nmove in it. The heat has never -- it never left ne.

Q I"'mtrying to find out --

A Ckay.

Q -- when you started having the problem
with your billing.

A | say around about between '11 and '12.

Q Ckay.

A That's when | noti ced.

Q VWhat started you noticing it?

A VWll, when | -- in 2010 when ny -- 2010,
at the tinme ny son was there, the bill was okay. The
bill was okay. I don't recall having no problem

And then as the nont hs goes around, you
know, the follow ng year -- like | said, it's -- you
know, | have ny docunentation when exactly | started

calling the Comm ssion. And | don't want to outdo
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mysel f, you know, saying sonething that -- they m ght
have sonmething different than what |'m sayi ng.

Q Uh- huh.

A Soif I ain't mstaken, |ike |I said,
around about 2011 -- between 2011 and 2012 when |
started seeing ny bill slipping and it's because one --

one mnute, it's this bill.

Then the next mnute, it's this bill.
Then the next mnute -- and then when | started goi ng
to the energy assistance, not only, like | said, yeah,

I m ght skip a nonth, skip a nonth and then cone back.

But that's -- | know how ny bill cone up.
| know t hat high. It's not because of the gas. It's
because if | skip a nonth, | skip a nonth, and then I
pay, of course, | knowit's going to add.

Q R ght.

A So | nean --

Q You' re not conpl ai ni ng about that?

A No. "' m not conpl ai ni ng about that.

Q I foll ow you

A No, |'m conpl ai ni ng about what the use --

what they saying |I' m using.
JUDGE HATCHER  Ckay. I don't have any
ot her questi ons. Cross-exam nation, the order | have

is Staff goes first. M. Pringle?
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CROSS- EXAM NATI ON
QUESTI ONS BY MR PRI NGLE:
Q Yeah. Good norning -- well, good
afternoon, Ms. Jackson. So | just have a few quick
questi ons. Coul d you, kind of, go a little nore in

depth in this insulation you installed after you

acquired the house? | don't know nuch about

i nsulation, so if you can just wal k nme through, |ike --
A It's the thick -- it's the -- if you go to

Honme Depot, they have it up on a shelf. It's thick

rolls. It's really thick. You could take sone -- you

could take it out and divide it. It's thick. But I

didn't -- | don't -- | didn't do that.

I took the whole -- | cut it where you
measure it and you cut it as, like -- say, |like, here,
this -- okay. Right here is the closet. And the
cl oset cone, like, right here.

So on that wall, you going to take that --

you going to take that insulation, which I did, took it
and put up there and cut it fromthat end. And then
you do the other side, and you cut it. You do the
ot her side and you cut it.

So | don't take piece by piece, because
you can -- you can pull sone off because it's very

thick. But nme -- and | know | like to stay warm and |
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know this is ny son's roomup here, | put the whole
thing up there. It costs ne noney. | --1 spent noney

to insulate this house.

Q How nmany rolls did you use?

A In each one of these, | said, |like, five.
| used three -- three, because this is a -- it's
another little add onto on this side here. | used
three over here and | used -- | used -- well, three.

Thr ee on each si de. Yeah, three. Three on each si de.

Q So that would be six, total ?
A Uh- huh.
Q And you -- do you renenber where the
di mensions on that insulation, like, was it, |ike, you

know, 24 by 24, or |like, how --

A No. It's just athick roll. And | just
-- |1 just -- I"'mnot good at all that.

Q And this was after you acquired the house
in '08?

A Fiber -- that's what it called, fiberglass

i nsul ati on.

Q Fi bergl ass i nsul ati on?
A Uh- huh.
Q And this was all in 2008, when you put all

that i nsul ation i n?

A VWll, we worked through 2008, all the way
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up to 2009. And we got finished with the roof then.

Q Ckay.
A Uh- huh.
Q And did you do the insulation, | guess

t hat was before you put the new roof in, or after you
put the new roof on?

A No. We did the insulation after. W did
the outside first. And ny roof here is well insul ated.
| went to Hone Depot and got a book. This roof here,
had sone -- a roofing guy to do ny roof.

But ny nei ghbor was telling ne by ne
driving the school bus -- | was a school bus driver and
| told himl was supposed to get all plywod around ny
hone, because the roof was ol d.

And the shingle -- they had, |ike, seven
| ayers of shingles. That's why |I say | should have
brought ny pictures of the before and after. But
that's ny fault.

But it was |i ke seven | ayers of shingles
on there. So | already knew what | was getting into
when | bought the property. But like | said, this is
my second -- second hone that | rehabbed.

And we told the guy that was doing it --
he probably thought | was wasting noney, but that's all

right. He tore this down, but he did this side over
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her e. But he didn't -- he didn't put no -- he didn't
put no plywood up under the first shingle that he did.

| wasn't there, but ny neighbor told nme across the

street.

So | had fired himand I'm I|ike, well --
you know, nme and ny son, | said we have to do this our
self. Well, he already had this -- you see how this

flat here? You all see how this flat here? This fl at

here?

This is how he had just on this side, but
he didn't -- he didn't put no paper. He didn't put no
-- he -- he -- he put paper, but he didn't put no

pl ywood up under there, what was supposed to been up

under there.

Q Ckay.
A So what | did, when |I fixed ny house,
went -- see, he had just -- it |ooking good when he

finished on this side over here. He didn't get a
chance to do all this over here. Al this was torn
of f. But it |ooked just like this, real nice.
Everyt hi ng | ooked good. It all | ooked good.

But he did it just like this on this side.
So what | did on this -- on this side over here, | put
pl ywood on top on this side, because -- | put plywod

on the side that he did because it wasn't i nsul at ed
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right. So | bought plywood and |I insulated the whol e
-- the whole roof wth plywood, thick plywood. Not t he
t hi n pl ywood. I was bl essed that | caught it on sale
at Honme Depot. So it was $9.96, but | caught it on
sale for $5.96. But it was the thick kind.

So | insulated ny whole -- before | put
t he pl ywood under there, | put the paper under there
first. And then | put the plywod on top of it. Then
| put sone paper on top of it. Then | took the tarp
and put on top of it. And then we put the shingle on
top of it.

Q Now, this has been -- pretty nmuch you' ve
had the sane insulation in there since you finished in
2009? You haven't had a reason to replace any of that?

A None what soever since 2010.

Q And when you're not hone at the property,
do you do anything else? Do you rent it to anyone, or
isit --

No.

-- just empty?

No. That's ny baby. No.
That your baby.

It's ny house.

Ckay.

> 0 >» O >» O »

No renter there. No, no, no. My son,
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when he cone hone fromcoll ege -- you know how t hey
cone back and forth hone fromcoll ege for a holiday.
And that's it. That's it. Uh- uh. No.
Q And so he's really just -- he's there just
duri ng col | ege breaks?
A Uh- huh.
MR. PRINGLE: That's all | have.
JUDGE HATCHER:  Thank you.
And M. Zucker?
MR, ZUCKER  Thank you, Your Honor
QUESTI ONS BY MR ZUCKER:

Q Good afternoon, again, M. Jackson
A Hey.
Q Can we agree that you have no expertise or

experience in working wiwth gas neters or autonmated

met er readi ng devices that are on gas neters?

A No. I do not have any kind of experience
with that.

Q Ckay.

A I control what goes in it.

Q l"msorry. | didn't catch the |ast --

A | said but | control what goes through
that 1ine.

Q Ckay. How do you control what goes

t hrough the |ine?
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A Because if | cut the furnace off, you
ain't getting nothing. So | cut that gas -- if | cut
the -- if | turn that knob behind that -- like it is
now, if | turn that knob behind that gas stove, you
ain't getting nothing. If I don't wash -- if | don't

wash ny clothes, there ain't no hot water going to cone
t hr ough.
Q Gkay. So if you turn your furnace on,

t hough, gas is com ng through?

A Uh- huh.

Q Ckay.

A Uh- huh.

Q Now, do you understand that Spire offers a
budget billing plan that |evelizes bills?

A I never want budget. " mnever -- | never
want budget.

Q Wul d you m nd speaking up a little?

A | said | never want budget. I never want

to recei ve budget, period, because | know what the

budget is. You're paying your bill, the budget bill,
and then you're paying -- it's, like, three bills you
payi ng.
Q Ckay. So you do not |ike budget billing?
A No. They put nme on budget. The only tine

| get on budget when they -- when | get help fromthe
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energy assistance. And when -- what | was told from
t he energy assi stance, because | asked them | said
when we need help fromyou guys, do we have to go on
t he budget ?

He said, no, because it's not a governnent

f unds. It's noney that they coll ected -- people
collect it and donate it to help people |ike us, to pay
bills.

So that's the reason why | don't ask to
get on budget. As a matter of fact, why would | want
to get on budget if ny bill $500 and sone doll ars and
' m hel ping pay ny bill. And then they pay the other
$250. That's a zero balance. So why would | want to
get on budget ?

Q Ckay. So, as you said, when we get a
pl edge froma Conmunity Action Agency on your behalf,

we automatically put you on the budget. I s that your

under st andi ng?

A Only -- only way that I know | get on the
budget is through HDC. | don't get on the budget if |
go t hrough Fat her Bob. Fat her Bob, |I'm giving $25. 00

and he give me $50. Okay? So I'm - -

Q l"msorry?
A Fat her Bob.
Q Fat her Bob? Okay.
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A Yeah. He's the -- he's the church that
hel p.

Q R ght. Ri ght .

A R ght there on Hanpton, | think. Of of
Hanpt on. I bring 25. You have to bring 25. They
give you 50. They wite a check out. So that nean I'm

giving 25 and they 50, that's 75.

And when | go to Holy Christ Church, they
don't put you on no budget. They just donate the
$100.00 to your bill. So I don't understand. Wy
woul d you all put us on a bill -- on a budget, where
t hese -- these agencies here is just help you to --
hel p you pay your bill. And HDC is -- themthe one
that go through you guys with the -- | guess you all go
t hrough them wi th the budget.

Q Yes. So do you ever use the Urban League?
A That's what | do. That's -- the only --

Urban League is the only one | use for the Lacl ede Gas

Conpany when ny bill is high.
Q Gkay. And Urban League adm ni sters
f ederal energy assi stance funds. I s that your

under st andi ng?
A No, that's not ny understandi ng. Urban
League stated to ne, again -- | asked them | said do

we have to go on a budget?
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They said no. They said the only way you
want to go on a budget if you agree to go on the
budget. Qur funding cone fromdifferent organizations.

Q Gkay. Wien you have asked us to take you

of f the budget, we've taken you off every tine; is that

A No.

Q -- correct?

A No.

Q No, you' ve asked to go off the budget and

we refused to --

A Yes.

Q -- take you off the budget?

A Yes.

Q Can you give ne an exanpl e of when that
happened?

A Just recently on ny last bill, when they
had ne on the budget and | said, well, why you putting
me on the budget? They said you have to call in. Once
you get help fromthe agency, you have to call in,
sayi ng you don't want to be on a budget. So how do I
know to call in to not to be on the budget until you
tell nme? | didn't know t hat.

Q Ckay. Well, you get a bill that indicates
you're on a budget, right, and then you call in; is
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that correct?

A That's when | -- when | see budget down
there, yeah, that's when | call in.
Q And when you call in, you say take ne off

t he budget, correct?

A Yes.

Q And we then take you off the budget,
correct?

A Not -- not all the tine. They said if you

-- 1if I take you off the budget, you have to pay that

whol e bill.

Q Uh- huh.

A And | couldn't afford to pay the whole
bill.

Q Ckay.

A So that's the reason why | went to ny guy.
| nean, | don't |ean on ny guy. I"'m-- |'"ve been on ny
own since | had ny Kkids. | nmean, he nmakes noney. I --

| really don't have to be behind no bills or nothing.

But ne, nyself, | raised two sons and |'ve
been on ny own. So | try to make ways that | know - -
that 1've been working since the age of 12. And the

reason why |I was off because | was trying to help him
VWhen | was hel pi ng hi mthrough his nedical situation,

he was helping ne with ny bills.
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So I'"'mreally -- really, like, nowin this

with you guys because of nme not working, as | pay ny

own bills. GCkay? | lean on -- | |ean on energy
assistance only if I have to. Only if | have to. I
don't take advantage of it, because |I -- | works. I
wor ks. | pay ny bills.

Q Wll, let ne -- it sounds |like you' ve had

a loss. Let ne tell you I'"'msorry for your | oss.

A Thank you.

Q Ckay. Do you know what year your hone was
built?

A The only thing I knowis Mary Ann Jackson
on t here. I can't even tell you where the yard that --

that yard at, that yard, but | know where ny |line at,

t hough.

Q Gkay. Can you estimate what --

A No.

Q -- how old you think the --

A I don't have ny deed with ne, so |I'm not
goi ng to even estinmate. | don't have ny deed.

Q All right. |''mgoing to show you a
docunent, if | can find it. | think it's in here.

A I knowit's pretty ol d.

Q This is fromthe Cty of St. Louis
property records. Is that your property on 5641 Sunmt
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Pl ace?
A Yes.
Q And the owner of that property is -- who

does it say?

A Mary A. Ml .

Q And is that you?

A Yes.

Q Gkay. And can you see where it says the

year built for the property?

A 19109. Yes.

Q Does that sound about right to you?

A I don't know. I haven't | ooked at ny
deed, but if they -- | nean, | don't trust half of the

Cty but if that's what the Gty got on there.
Q Ckay. So if that's true, then your

property is 100 years old, correct?

A Ckay. Uh- huh.
Q You shoul d have a party for it.
A Wl l, yeah, | should have a party the way

| renodel ed, too, that being that old.

Q Al'l right.
A And | ooki ng good. Uh- huh.
Q You have seen the pictures that | passed

A. Yes.
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Q And those were pictures of your hone,
correct?
A Yes. You should have told ne, | could

have cut ny grass.

Q And those pictures depict the front, both
si des, and the back of your hone?

A Yes, sir.

Q Gkay. And you said that you have a
canera, so you knew we were there; is that correct?

A Ch, | check ny caneras every tine | cone
hone.

Q And do you renenber what day these

pi ctures were taken?

A Well, I should have wote it down, but,
no, | don't.

Q If I told you Monday, does that sound
right?

A VWll, it was this day here, because |
remenber throwng this tarp cover off there. It just

been recently because | had this tarp cover on the --
because | had it here. But it was | aying over here.
And just recently, | just threwit on top of the trash
can. So it just had to be recently.

Q Okay. And do you recall ne asking you

back in June, we were on a phone call, whether we could
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cone to your hone and performa nore in-depth

i nvesti gation?

A Uh- huh.

Q And do you renenber what your answer was?
A No.

Q And why did you say no?

A Because | let Laclede -- | did not never

refuse Lacl ede Gas Conpany cone in when they asked to
check ny neter, check ny furnace. That's what their
job is.

Q Ckay. But you don't want it -- you didn't
want us to cone in again to do --

A Why? That's what Lacl ede hire inspector
for. And that's if | snell gas -- just like |I snelled
gas once before and | call ed Lacl ede Gas Conpany, they
cane out and told ne that one of ny gas |line down there
woul d need to be replaced. And | replaced it.

Q OGkay. And recently you and | spoke,
agai n, and we tal ked about the sane thing, comng into
your house, or having a third party cone in. Do you

recall that?

A Yes, sir.

Q And what was your answer to that?
A No, sir.

Q No? Did you say no, sir?
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A I said no.

Q No? Ckay. Let ne ask you sonet hi ng, what
woul d you have to lose by letting us do that for free?

A I don't have nothing to lose. The only
thing I did is when Laclede asked ne to do it. \en |
had conpl ai ned about ny gas bill, they asked, can an

I nspector cone out?

The i nspector cane out. | didn't have no
problem They cane out. My furnace was off. He asked
me to turn it -- when he went to the side -- ny neter

is right here on the side of the house.

It's not inside anynore. They took it out

and put on the outside. So when he cane -- the | ast
time they cane -- | know ny furnace was off. M
furnace been off for, |ike, a couple weeks because it's

been warm

And he said, well, can you turn your
furnace on? | was waiting for himto say, turn the
furnace on so he would know that ny furnace wasn't
runni ng.

So | went and turned the furnace on and he
said okay. So them neter hands, or whatever, they
started rolling around and noving. So he canes in --
he cones in. I follow himand he went down to the

basenent, checked the stove, he checked downstairs.
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He pulled the front door off the furnace
and he checked the burner. He checked everything,
whi ch the furnace guy that changed ny little filter, he
did the sane thing.

So he said there's -- that he didn't see
anything. And I'm |ike, okay, so why is ny bill up
high? He, like, just, you know, talk to Laclede. So
he say | ain't see anything.

Q Ckay. Have you ever had a bl ower door
test at your house?

A What is a bl ower door test?

Q Ckay. | " m supposed to just ask the
questi ons.

A I don't know. | can't answer it if |
don't know what it is.

Q Gkay. And so you do not know what a
bl ower door test is?

A No, | do not.

Q Ckay. Are you aware that the U ban League

of fers weat heri zati on servi ces?

A Yes, | do. | had hi mover there in ny
house on the next block over fromhim back in -- back
in the '90s.

Q Gkay. So if we could arrange for the
Urban League -- let ne tell you first, a bl ower door
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test is where they hook up a contraption to your door
and blow air into the house. And then they see whet her
or not the air is escaping, or where -- where it's
escaping. And through that, they can tell what m ght
need sone attention, in order to stop the air from
escaping fromthe house.

If we could help you arrange a bl ower door
test for your house through the Urban League, would
t hat be okay with you?

A So that nean that I"'mactually letting you
cone back in ny house and do your exanple on this one
door? And | already said no. Ckay. So if you do a
bl ower test, just like they did a test when they cane
-- when they cut ny gas off, they said | had a gas
| eak.

Then that | eaves ne with nore probl ens
getting ny gas back on because they cane out and cut ny
gas off and then say | had a gas |eak and | coul dn't
get ny gas back on.

Then, like | told Laclede, if | got a gas
| eak, it's because you all didit. You all cut ny gas
off on the outside, because | ain't got no gas on the
inside. So | don't want any nore problemfrom Lacl ede
to do ny house. Now, if | had any idea that |I'm | osing

heat out of ny hone, any heat, | don't m nd.
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I know Ur ban League. The only thing they
will be doing is fixing ny w ndow. If I want Urban
League to cone in and do ny w ndow, but |I'mgetting ny

-- I"'mgetting Penny to cone and do ny wi ndow. OCkay?

But - -

Q Who i s Penny?

A It's a wi ndow conpany.

Q Ckay.

A Ckay?

Q Uh- huh.

A So but I don't -- ny house is insul ated.
| don't -- | nean, | don't know -- the only way you can
do is blow -- what you going to do, blow the w ndow
out ?

Because, | nean, got -- | got plastic over
them So | know ain't no heat -- ain't no -- ain't no
air com ng out. Trust me. | need ny heat in to keep
me war m

And I'"'m-- when | say warm | don't |ike
heat . I don't |ike over heat. | keep heat to keep ne
alittle warm but | don't have -- | don't |ike heat,
heat, heat. I don't have to blow ny heat |ike that.

MR, ZUCKER: I have no further questions.
JUDGE HATCHER: All right. Any questions

fromthe bench?
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COW SSI ONER COLEMAN:  Yes.
EXAM NATI ON BY COVWM SSI ONER COLENMAN
BY COW SSI ONER COLENMAN:

Q Hi .
A Hi .
Q H , M. Jackson. Sone of these questions,

| need sone background information. At the sane tineg,
I"d like to basically get your inpression about why
certain things have happened.

Now, relative to the bill that -- the
bills that we've been tal ki ng about and di sconnecti ons
and the fact that you --

A You said di sconnections. | nean, it's --

Q I ' m t hi nki ng. "' mjust | ooking back, you
know, because | have been information that takes ne
back several years.

A O di sconnecti on?

Q Uh- huh. But -- but hold on, because
that's part of ny question. GCkay? But let ne start
wth this. Now, you've been asked about -- there's
been sone tal k about your readi ngs of your neter.

On your bill, does it note to you that
t hese are actual neter readi ngs? Because | believe,

t hrough sone background information |I've read, that you

think they're just estimated.
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A They are. | don't think they're
esti nat ed. I know they're esti mat ed.
Q So you say that they are estinmating these
A Yes.
Q -- bills?
A Yes.
Q And that's in part because what? Wy do

you think that?

A Because they tells ne that they go back
fromthe previous bill of what | used from| ast year.

Q Ckay.

A You can't charge ne fromwhat | used | ast
year, because now I'mgetting a bill for what you're

doing is that you keep charging nme from |l ast year.

Each year, you keep telling nme, oh, this is what you

used last year. This is what you used the year before
last. This is what you used here.
So now you telling ne -- soIl'm-- |I'm

cutting it down even nore, because now you telling ne

that you all going back every year --

A Ckay.
Q -- that on -- that have passed. But you
supposed to be going to the future of what |' m using

now.
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A Ckay.

Q So that's why | say estinate.

Q But Lacl ede Gas has sent people into your
house. Is that for a neter reading, or is your neter
out si de?

A Recently? Recently, or --

Q At any tinme.

A -- in the past? Wll, they just put the

nmeter on the outside.

Q Ckay.

A Just, | think it was this year. Last
year . I think it was just last year, | think it was,
if I'"'mnot m staken. | think it was just |ast year, if
| ain't m staken. If I ain't m staken. It m ght have

been this year.

Q So you can, kind of, gauge that it was
actually being read when it was in your house, but now
you don't know if they're reading at all? |Is that what

you' re saying, since you say they're estimating it?

A No. That ain't what -- no, that ain't
what |' m sayi ng. | "' m sayi ng what they saying. They
telling --

Q Ckay.

A -- nme, every tine | ask about ny bill,

t hey keep saying that, oh, M. Jackson, this is what
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you used | ast year. Oh, Ms. Jackson, this is what you
used | ast year. It's just, like, every tine | call
that year -- just like now, they tell nme, oh, this is

what you used | ast year.

Q Ckay.
A How you going to tell nme what | used --
how -- how you going to give ne what | used | ast year

for this year?

Q Ckay.
A So that's why I'"'msaying it.
Q I understand. So you said that you are

fam liar and have used the Urban League? Are you al so
-- and you said you've used sone other conmmunity
organi zations. So have you used Heat Up/ Cool Down

St. Louis, by any chance?

A Is that Urban League? | think so.
Q No, it's a different organization
A I only do -- | only go to Urban League

when | have to.

Q Ckay.

A I only go to these churches when |I have
to.

Q Ckay.

A I don't go to, |ike, every nonth and get
hel p.
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Q Sure. Sure. Sol'ma little confused
about the conversation regardi ng your account being
turned of f before and it was soneone el se's account.
Did | understand correctly that there was an account
that the -- that Spire confused with yours by the nane

of a different Mary Jackson?

A Yes.

Q Wul d you give ne informati on on that,
pl ease?

A I don't have no information on it. The
only thing I knowthat | was told -- | was told by one

Commi ssi on, or sonebody | talked to on the Comm ssi on,

| don't know, but saying that they -- when they
i nvestigated said that they had the wong -- wait a
mnute, was it -- wait a mnute, was it Comm ssion or

was it Better Business Bureau?

It was one of the two. | can't renenber
whi ch one it was that said. Because there is another
Mary on ny block. And see this is not the -- |'m not
saying it mght be her, but it's a Mary Jefferson. And
m ne - -

Ckay.
-- 1is Mary Jackson

Sur e.

> 0 > 0

Because | had conflicts like that with --
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wth the policeman, saying | made 50 phone calls and |

-- 1 don't like policenman |i ke that. So - -

Q Ckay.

A -- I ain't make no 50 phone calls. So
cone to find out, it was Mary Jefferson that been

living over there before |I noved over there. So her
nane is -- ny last nane was Mull until 1 just changed
it to ny nother's biol ogical nane.

And | just had it changed in 2012. I
think in 2012, | had it changed to Jackson through --
to ny nother's nane. Because | had one of the
residents was telling ne, |ike, Mary, you better be
careful.

Because at the tine when | was goi ng
t hrough this nui sance, saying that |'ve nade too many
phone calls, ny resident said, Mary, you better be
careful because you know you and Mary nane is the sane.

I'm like, that ain't got nothing to do
wthit. Her nane is Jefferson. My nane i s Jackson.
But cone to find out, it did have sonething to do with

it, because she went to Court with ne and said, no, it

was nme. It was her that made them 50 calls. So she
hel ped ne out with -- with the nane, verifying who was
who.

Q Thank you. So | see that back on May 14th
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of this year, the conpany inadvertently di sconnected
your service. And you were under the cold weather rule
at that tinme, maybe. Oh, that woul d have been -- the
col d weat her doesn't go into May.

But |I'm | ooking at docunentati on that
notes that your service was di sconnected, but it was
reconnected the sane day, restored on the sane day.

Did the conpany give you an expl anation as to why your

service was di sconnect ed?

A. Yeah, they did, but it's -- it's
been -- | nean, yes, they did. Like | said, it's been
a | ot going on now. | had two deaths. M guy and ny

nephew at the sane tine, a whole week, one week. Two

funerals in one week.

SoIl'"'mkind of, like, lost in between here
and down t here. But if -- if this would have processed
ne before all of this, | would cane out -- | could have

gave you. But Laclede did cone out and cut ny gas off.
And | et ne think. I'"'mtrying to think what -- what was

t hat conversati on was.

Oh, due to -- due to that bill, | said I
was not going to pay. Due to that bill, that $700.00
bill. I had paid on sone of it and they wanted -- they
was asking -- cone to think of it, yes. They had -- |

had paid on the bill of that $700.00 that we here today
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for. And | told themthat | refuse to pay that bill.
And that's why they cane out and cut it off.
Q Ckay. Thank you.
COW SSI ONER COLEMAN: That's all, Judge.
JUDGE HATCHER:  Thank you. Now, we'll do
recross for any questions based on questions fromthe
Conmmi ssi oner . So we'll go in the sane order.
M. Pringle, any questions on recross?
MR. PRI NGLE: Yes.
RECROSS- EXAM NATI ON
QUESTI ONS BY MR PRI NGLE:
Q I thought | heard when you were talking to
Conmi ssi oner Col eman about the -- so that wasn't

anot her Ms. Jackson, her nanme was Ms. Jefferson?

A (No audi bl e response given.)

Q Ckay.

A Wll, | nean, | even don't know what you
all have, but | was just saying what's on ny bl ock. I

don't know what Jackson they m ght have had that they

connected ne wth. " mnot saying it was her --

Q Ckay.

A -- that -- I"mjust saying that that was
the conflicts. | thought maybe it was, but whatever

Jackson they had was anot her Mary Jackson.

Q Ckay. But you don't know that ot her
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Mary Jackson?

A I have no cl ue.

Q And when it cones to the $700.00, that's
still not paid?

A Yeah, | -- Jerry, before he passed, he
told ne just go ahead and pay the bill, so that way

what ever goes on, if they owe you, they pay you back.
I f not, whatever. Just go ahead and pay it.

But, you know, | didn't want to pay it,
because they -- that tell nme that I'maqguilty of this
bill. You know, I'm IiKke, | don't want to be guilty
of this bill, but he, |ike, go ahead.

Like | said, he -- | nean, he -- this nan
been on his job for 54 years working at Boeing as a
machi ni st . | didn't have -- | don't have -- | don't
have to go to no churches, or whatever, but | choose to
go there, because |I'm i ndependent on nyself.

I don't depend on him you know, so -- but
he do help ne and he paid that bill off just |last nonth
bef ore he passed. He had ne to use the debit card to
pay it off before he passed. So | paid -- went on and

pai d the $400. 00.

Q Ckay. So there was no -- no outstandi ng
bal ance?
A No out st andi ng bal ance. They send ne a

Cardinal Court Reporting Services, LLC
314-485-1072




© o0 N oo o A~ w NP

N N N N NN R R R R R R R R R
O »h W N P O © © N O OO » W N B O

Evidentiary Hearing - September 13, 2019 65

bi I

t hat .

sayi ng zero bal ance again. They don't never do

Q And then ny | ast question has to do wth,

you said that when you were getting -- first started

getti

ng these higher bills, after around 2012, you j ust

started | owering your gas usage to --

A Uh- huh.

Q -- lower your bill?

A Wll, what | nean, lower, | -- | drop it
down really at night. | drop it down to 50, because
I'm-- like | said, ny house is really insulation. I
have el ectric bl anket on ny bed. And it get hot. I

throw it off, you know, just, you know  But, yeah,

| ower it down. And then sonetines | cut it off.
Q And that didn't do anything to your bills?

A No. It went up hi gher because they

est i mat ed. Li ke they said, they goes back fromthe use

of | ast year.

MR. PRI NGLE: No further questions.
JUDCGE HATCHER: M . Zucker?
MR, ZUCKER  Thank you, Your Honor.

QUESTI ONS BY MR ZUCKER:

Q We have brought up in this case a

custoner conplaint that you made to the PSC Staff in

2016.

You' re sayi ng your conpl aints now predate 2016.
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Have you nade any custoner conplaints to the PSC Staff

prior to 20167

A My bill cone out fromthe previous nonth
to the next nonth. And | know that what | have done,
to know that that bill should be down low in ny

househol d, turn that furnace off.

And I know -- I'mgoing to use an exanpl e.
VWhen ny furnace was off -- yes, | did, to answer your
question. Just last -- what was that? Ws it | ast
year | left the furnace off --
Q Ckay.
A -- the whole wnter?
Q Let ne interrupt you a second. Wat ny

question is, is before 2016, did you nmake any

conmplaints to the PSC Staff about, who was then Lacl ede

Gas?

A Then | said between -- between '11 and
12, | started around in '11 and '12, | ain't --

Q Ckay.

A -- 1f I ain't mstaken, '11 and ' 12.

Q Gkay. And so do you called the PSC and

you did conpl ai n?

A. Wiat's t he PSC?
Q The PSC is the Conm ssion
A It's Comm ssion?
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Q Yeah, the Conm ssi on.
A Oh.
Q " msorry. Have you -- did you cont act

t he Conm ssi on and conpl ai n?

A. I don't have that in front of ne. So, |
mean, | should have brought that letter that | had,
because | had letters fromthe Conmm ssion that | have

never opened.

Q Ckay.

A I should have brought that with ne. And
then it woul d have gave ne the date when | actually had
started to call.

Q Ckay.

MR, ZUCKER: No further questions.

JUDGE HATCHER:  Thank you.

Let's nove on. | think on the next |i st
is Julie --

THE W TNESS: Trachsel.

JUDGE HATCHER -- Trachsel. Thank you.

And | am so sorry. | conpletely forgot to
swear you in. W're going to back up here just a
second.

Ms. Jackson, pl ease raise your right hand.
Do you solemmly swear or affirmthat the testinony that

you give in this hearing will be truthful?
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M5. JACKSON:  Yes.
JUDGE HATCHER:  Thank you.
JULI E TRACHSEL,

O lawful age, being first duly sworn to tell the
truth, the whole truth and not hing but the truth,
testifies as foll ows:

JUDGE HATCHER  And direct, M. Zucker?

MR ZUCKER  Okay. Thank you, Your Honor.

DI RECT EXAM NATI ON

QUESTI ONS BY MR ZUCKER:

Q Good afternoon, M. Trachsel.
A Good aft ernoon.
Q Can you spell your nanme for the court

reporter, please?
A. Sur e. Julie, J-UL-I-E Trachsel ,
T-R-A-C-H S-E-L.

Q And who are you enpl oyed by?
A Spire M ssouri.
Q And how | ong have you been enpl oyed by

Spire M ssouri ?

A Approxi mately 20 years.

Q Ckay. And what is your present title?

A I amthe nmanager of the Community Services
Depart nent .

Q And how | ong have you been in that
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position?

A About seven and a half years.

Q And what are your duties as manager of the
Communi ty Services?

A My team -- | nanage the energy assi stance
funding that cones to Spire. W nanage -- | nanage the
outreach events that we do to help our | owincone
communi ty.

W educate the conmunity on ways to
conserve energy, about our Spire prograns that can
hel p, and also to help assist themw th federal
f undi ng.

And then we also handle all of the
conpl ai nt escal ati ons that cone through the M ssouri
Publ i c Service Conm ssion, the Better Business Bureau,
the Attorney CGeneral and the Executi ves.

Q Ckay. Thank you. Prior to becom ng the
manager of Conmmunity Services, can you descri be your

experience with Spire, or Laclede Gas --

A Sur e.

Q -- in the past few years?

A | started in 2000 and I was a nethods and
procedures coordinator. So we worked on reporting
forns and procedures for the conpany. | was then
pronoted to a billing supervisor in the billing
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depart nent.

I worked in that role for about three

years. I then went to the financial side and worked in

gas accounting, financial -- and financial reporting.

And then | got pronpted to the nanager of Community

Ser vi ces.

Q And are you famliar wwth Ms. Jackson's
account ?

A Yes.

Q And can you just confirm what address

Ms. Jackson lives at?

A 5641 Summt, St. Louis, Mssouri.

Q Is that Summt Pl ace?

A Summ t Pl ace. Sorry. Summ t Pl ace.

Q Ckay. Have our bills to Ms. Jackson been

based on actual readings, or estimtes?
A Al'l bills have been based on act ual

readi ngs. There have been no esti mates.

Q Gkay. And that goes back to, at | east
20157

A Correct.

Q Gkay. You said your departnent handl es

custoner conplaints that have been escalated to the

Conmi ssion or the Better Busi ness Bureau. How often do

you see conpl aints of overchargi ng from customers who
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have consi stent actual readi ngs?

A W occasionally get conplaints from
custoners. Their perception is that they're
over char ged. In actuality, it is usually the weat her
and hi gher usage due to the weat her.

Q Ckay. Well, let nme ask you this. Wen --
when Spire gets a conmpl ai nt of overchargi ng, what --
how do we typically -- how does the conpany typically
respond?

A Typically, we | ook at past usage and we
will, kind of, do a gut check. W'Il|l |ook at the
current usage and we'll conpare it to | ast year's
usage. So if last year -- or if this year your usage
is 2,000 feet of gas, and it was 800 feet of gas the
year before, that m ght cause sone concerns.

So we'll -- we'll look just to see if the
usage is in line with previous year's usage. W'l|
also ook to see if there was sone kind of PGA increase
during that time, which could nean a higher bill. But
nost recently, we haven't had any PGA i ncreases, so the
W nters have gotten colder. So a lot of tines, it's
due to col der weat her.

Q Ckay. And so when it's due to col der
weat her, that neans there's not an error in the bill.

It's just that the bill has increased?
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A Correct.
Q Okay. So are over -- so how often, in
your -- in your experience, are overcharging conpl aints

m st aken?

A Custoner's perception is that they were
overcharged, when really it was based on weather. So a
lot of tinmes the high bill conmplaints were just due to

hi gher usage because of the weather.

Q Ckay. So when you do that gut check that
you refer to -- 1'll refer to it as a sanity check
VWhen you do that sanity check to conpare usage, is that
what the conpany did in Ms. Jackson's case?

A Yes. In 2016, when Ms. Jackson filed a
conmplaint, that is what we did. W conpared the usage
fromthe winter of 2015 and ' 16, and we conpared it to

the prior year's usage during the sane tinefrane, | ust

to determine if the usage | ooked out of line, at all.
Q Ckay. |'"mgoing go to refer you to what's
been nmarked as Exhibit 1 -- or Exhibit 2. ' m sorry.

Exhi bit 2, although we have not yet had but that's
okay. Wat's been nmarked as Exhibit 2, that's this
docunent, | believe in front of you. Do you recognize
t hi s docunent ?

A Yes. This is a usage sumuary from January

of 2015 until April of 2019, for Mary Jackson's address
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at 5641 Summt Pl ace.

Q Gkay. And was this docunent prepared by
you or under your supervision?

A Yes.

Q And is it an accurate reflection of the
conpany's records?

A Yes.

Q Is it true and correct to the best of your

knowl edge and belief?

A Yes.
Q Ckay.
MR ZUCKER |'d offer Exhibit 2 into
evi dence.

JUDGE HATCHER: Are there any objections?
MR PRI NGLE: No obj ecti on.
JUDGE HATCHER: Al right. Wthout
objection, it is so admtted.
MR, ZUCKER  Thank you, Your Honor
Q (By M. Zucker) M. Jackson first
conpl ai ned that she was bei ng overcharged in March of
2016. That's the first Comm ssion conpl aint we have.
How did Spire respond to that?
A Spire did what | referred to as our gut
check, where we | ooked at the usage for the w nter of

2015/' 16 and we conpared it to the usage of 2014/’ 15.
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So an example on this -- on this docunent, Exhibit 2,
you can see the usage has decreased for the first three
nmont hs of 2016 versus 2015. So January, February,
March of 2016 is actually | ower than January, February,
March of 2015.

Q So would that indicate that there is not
-- that there's not a high bill or an inaccurate bil
bei ng given to Ms. Jackson?

A Correct. The usage is | ower.

Q Ckay. ' m going to now show you what has
been nmarked as Exhibit 3. Turn the page there. Ckay.
Can you identify this?

A Yes. This is our report that we sent to
the M ssouri Public Service Conmm ssion in regards to
the conplaint that Ms. Jackson filed in March of 2016.

Q OGkay. And was this report prepared in the
ordi nary course of Spire M ssouri's business?

A Yes.

Q And was it prepared by you or under your
super vi si on?

A Yes. It was prepared by Daniell e Holl and,
who wor ks for ne.

Q Ckay.

MR ZUCKER: l'"'moffering Exhibit 3 into

evi dence, al so.
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JUDGE HATCHER: Are there any objections
to adm ssion of Exhibit 3?

M. JACKSON: Does that include ne? So

you saying -- | neant to said objection on the other
one, but | didn't know if | supposed to object it in
t here.

JUDGE HATCHER  Ckay.

M5, JACKSON: Okay. But | did want to
obj ect on the -- the year. Like I said, I -- 1 don't
have ny paperwork with ne. And '15/'16, | know I
call ed on the phone many tines.

Now, we tal ked about these bills here. W
tal ki ng about this here?

M5. ZUCKER Well, | -- 1 have offered
t hat docunent that you're |ooking at, Exhibit 3, into
evi dence as a docunent prepared by, what was then

cal |l ed Lacl ede Gas Conpany.

M5, JACKSON: | object on the -- where you
all started from '15. But, | nean, you all going to
bring what you bring, but I don't have mne, so | guess
we got -- I'mnot going to agree that | started in '15.

MR ZUCKER  Okay. Well, you can ask
questi ons of --

MB. JACKSON: Ckay.

MR ZUCKER -- Ms. Trachsel when you get
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a chance.
So | renew ny offer of that exhibit.
JUDGE HATCHER: Do you any obj ections on
any foundati on of the docunent? | understand that

you' re disagreeing that it should go back further.
And part of ny role is to make sure that you're able to
get your case presented.

I"mnot taking your side, but as a pro se,
| want to nake sure that you have the opportunity to
tell your side. I n your application, you include a
docunent fromthe Better Business Bureau.

MS. JACKSON: Wait a mnute.

JUDGE HATCHER This is in your
docunentation, that you had called then to conplain in
2009. So this is Ms. Jackson's application. It is the
second page of the Better Business Bureau letter.

MR PRI NGLE: | see that.

JUDGE HATCHER: And |I'm just referencing
-- underlining it there.

M5, JACKSON: In 20009. Il wasn't living in
t hat house in 2009. | didn't get ny service on until
2000 -- 2010. That's what they said that | was --

JUDGE HATCHER: Maybe that was froma --

MS. JACKSON: Yeah.

JUDGE HATCHER: -- previous property?
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MS. JACKSON:

MR ZUCKER:
This is not a Better Busi
a Spire docunent.

M5, JACKSON:

Yeah.
No, she's -- she's right.
ness Bur eau docunent. This is

Right. A Spire docunent.

JUDGE HATCHER  Ckay.

MR ZUCKER

And this 2009 i ssue was what

Conmmi ssi oner Col enan rai sed as an error because it's

the wong Mary Jackson.

JUDGE HATCHER  Ckay.

MR ZUCKER

And we will address that --

JUDGE HATCHER  Ckay.

MR ZUCKER

testi nony.

-- briefly, later in our

JUDGE HATCHER Al l right.

MR ZUCKER

Thank you.

JUDGE HATCHER  Ckay. I"mgoing to

overrule Ms. Jackson's objection and admt Exhibit 3

onto the record.

M. Zucker?

MR ZUCKER  Okay. Thank you, Your Honor.
Q (By M. Zucker) Ms. Trachsel, do Exhibits
2 and 3 confirmthat Ms. Jackson's high bill conpl aint
was in error?
A Yes. W see the usage had actually
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decreased in 2016 versus 2015 and we di scussed t hat
wth Ms. Jackson, when working this conpl aint.

Q Ckay. In addition to checking usage
hi story, what other steps m ght the conpany take, in
responding to an overcharged conpl ai nt?

A The conpany can do a high bil
i nvestigation. That's where we go in and we check the
meter, to nmake sure the neter readings match the
aut onat ed neter readi ngs.

We can check the appliances to nake sure
there's no obvious mal functions with the appli ances.
And we can check thernobstat settings.

Q Ckay. And who does that -- that check for
Spire?

A A field technician would go out for Spire
to do that check.

Q And did Spire do that in Ms. Jackson's
case?

A Yes. Spire conpleted a high bil
i nvestigation in February of 2017.

Q And was that in response to Ms. Jackson's
compl ai nt ?

A Yes.

Q Ckay. So she had nmade a conplaint in
February of 20177
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A I don't know. | would have to | ook back
at nmy --

Q Ckay.

A -- dates. " msorry.

JUDGE HATCHER: Ma' am where are you
referencing? You' re |ooking, but all the dates | see
are '15 and ' 16.

M5. ZUCKER Yes. W're no |onger on that
docunent. |I'm--

JUDGE HATCHER  Ckay.

MR ZUCKER -- sorry if |I've confused
everyone.

JUDGE HATCHER: All right. Wich one are
we on?

MR, ZUCKER: Now, we've noved from 2016,
into 2017. And I'lIl be glad to introduce Exhibit 3,
which -- I"msorry, Exhibit 4. Exhi bit 4 is a docunent

that's four pages long and it says conpl eti on

informati on at the top.

Q (By M. Zucker) So |let ne ask you
Ms. Trachsel, if you can identify Exhibit 47?

A Yes. This is our high bill investigation
form

Q OGkay. And was this report prepared in the

ordi nary course of Spire M ssouri's business?
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A Yes. This was prepared by M. Javaux, who

is a field service technici an.

MR ZUCKER | would |ike to offer Exhibit
4 into evidence at this point.

JUDGE HATCHER: Are there any objections,
M. Pringle, or, M. Jackson?

M5, JACKSON: Now, you said --

MR, ZUCKER: And | et ne nake sure you have
the right docunent.

MS. JACKSON: Onh.

MR. ZUCKER:  You don't have the --

JUDGE HATCHER: That's the conpl ai nt,

MR ZUCKER So it's that docunent right
there, the top one. And it's front and back, two
pi eces of paper, or four pages.

M5. JACKSON: Now, what were you sayi ng
about this?

JUDGE HATCHER M. Zucker wants to
introduce it as an exhibit in the case.
JACKSON: For the neter?
ZUCKER  This is --
JACKSON: Readi ng the neter?

25 3D

ZUCKER: This is Spire's high bil

i nvestigation. That formthat we used in your case,
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when our technician cane out to your house and did a --
his high bill investigation.

M5. JACKSON: Ckay. No objection.

JUDGE HATCHER: W thout objection, it's so

adm tted.
M. Zucker?
MR. ZUCKER Thank you.
Q (By M. Zucker) Okay. And what date did
this high bill investigation take place, M. Trachsel ?
A February 13th, 2017.
Q And can you explain what occurs during a
high bill investigation?
A Sur e. The field technician will go to the
honme. They will read the neter and nmake sure the neter

readi ngs match up to the automated devi ce readi ngs.
They wll check the appliances and cl ock
the neter, to where they'll check to make sure the
appl i ances are running and that the neter is working as
expected. And they can also check the tenperature, the
thernostat in the hone.
Q Ckay. According to Exhibit 4, what gas

appl i ances does Ms. Jackson have?

A Ms. Jackson has a --
Q First, where are you looking in the --
A I"msorry.
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Q I"'msorry. Were are you |looking in
Exhi bit 4, so everyone can foll ow?

A Page three of Exhibit 4. Under the
appl i ance inspections, it |lists the appliances. And so
Ms. Jackson has a gas HH, which is hone heat, which is
a furnace. She has a gas range, which is the stove,

and a gas water heater.

Q Ckay. And what is D?

A Dis for the dryer. And that's an
el ectric --

Q Ckay.

A -- appliance.

Q Okay. And does this report show any

issues with Spire's neter or Ms. Jackson's appliances?
A No. The techni cian noted that they
cl ocked the neter for the range, the furnace and the
wat er heater, and everythi ng was okay.
Q So can you sunmmari ze what the facts
indicate with respect to Spire's investigation of

Ms. Jackson's high bill conmpl aint?

A Can you repeat the question? |'msorry.

Q Yes. Wiat -- what did the facts indicate
wWth respect to Ms. Jackson's high bill conpl aint?

A The facts would indicate that the neter is

wor ki ng as expected and that the usage is valid usage
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at the hone.

Q Gkay. And if you were to | ook back at
Exhi bit 2, would you find that she was using | ess gas
in 2017 versus 2016, or nore gas?

A Ms. Jackson was using |less gas in 2017
versus 2016.

Q Okay. So you're saying for the second
year in a row, we received a high bill conmplaint wth

decr easi ng gas usage?

A Correct.

Q All right. G&ay. Oher than the check of
t he usage history and the high bill i1nvestigation, does
Spi re have any other response to high bill conplaints?

A Spire can pull the nmeter and test it.

Take the neter to the neter shop to test it for
accur acy.

Q Okay. And is the custoner charged for
this test?

A No. There is no charge to the custoner.
They can request this once a year. If they do request
a second test, then they would be charged for the
second test.

Q Gkay. And was a neter test perforned on
the neter at Ms. Jackson's hone?

A Yes. A neter test was perforned.
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Q And when was that?

A In April of 2018.

Q OGkay. And so Ms. Jackson conpl ai ned,
again, in 2018, you're saying, of a high bill; is that
correct?

A Correct.

Q OGkay. And what does the usage history

show for 2018, in terns of Exhibit 27

A The usage actually increased for 2018 --
Q Al'l right.

A -- conpared to the previous years.

Q Okay. And so Spire tested its neter; is

that correct?

A Correct.

Q Al'l right. GCkay. Now, |'m going to hand
you what's been narked as Exhibit 5, as soon as | find
it. And I'"'mgoing to ask you if you can identify that?

A Yes. This is the neter test results that
was sent to the PCS fromthe conpl aint that we
received.

Q Okay. Was this docunent prepared by you,
or under your supervision, in the ordinary course of
Spire M ssouri's busi ness?

A Yes. This was conpleted by Alicia

Johnson, who works for ne.
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MR ZUCKER | offer Exhibit 5 into
evi dence.
JUDGE HATCHER: Any objections to the
adm ssion of Exhibit 5? No objection, Ms. Jackson?
MS. JACKSON: This is still with the high
bill, right?
MR, ZUCKER: No. Now we've npbved on to
t he neter change and neter test.
M5, JACKSON: Okay. No obj ecti on.
JUDGE HATCHER: Wt hout obj ection, Exhibit
5is admtted into the record.
M. Zucker?
MR, ZUCKER  Thank you, Your Honor
Q (By M. Zucker) What does the neter test
show, Ms. Trachsel ?
A The nmeter test shows that the neter passed
t he i nspecti on. It nust be within the 2 percent
accuracy rate, as required by the M ssouri Public
Service Comm ssion. And it has the rates that are on
the -- the open and the check rates that are on there.
Q Gkay. So under the open and check rate,
t he nunber has to be between ninety-eight and one-
hundred-and-two, is that correct, to be within two
per cent ?

A. Yes, that is correct.
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Q Ckay. But usage did increase in 2018, you
testified after you | ooked at Exhibit 2, correct?

A Correct.

Q Ckay. And is -- is that indicate -- an

i ndi cation, or does that necessarily nean that there is

an overbilling?
A No. Just because of a usage i ncrease
doesn't nean that it's an overbilling. A majority of

the tines it could be weather-rel ated.

Q Okay. Well, let ne refer you then to
Exhi bit 6. Exhibit 6 is entitled Mary Jackson, 5641
Summt Place. Okay. Do you recognize Exhibit 67

A Yes. This is a summary of usage from
January of 2016 to April of 2019, with heating degree
days.

Q Gkay. And was this docunent prepared by

you or under your supervision?

A Yes.
Q Ckay.
MR ZUCKER | offer Exhibit 6 into
evi dence.

JUDGE HATCHER: Any objection to the
adm ssion of Exhibit 6? M. Pringle?

MR PRI NGLE: No obj ecti on.

MB. JACKSON: No obj ecti on.
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JUDGE HATCHER: Wt hout objection, it is
so adm tted.
M. Zucker?
Q (By M. Zucker) Okay. The HDDs, or did
you refer to them as HDDs?
A I think I said heating degree days.
Q Ckay. Heat i ng degree days. Wat do you

call those at Spire?

A HDD, or heati ng degree day.
Q Ckay. And what -- what is that?
A A heating degree day is the difference

bet ween the nornal tenperature and the average
tenperature for the day. So the normal tenperature is
al ways 65 degrees. So if the average tenperature for
the day is 40 degrees, we would take 40 m nus -- or 65
m nus 40, and that would give you 25 HDDs for that day.

Q Ckay. So are you saying that the higher
the HDD, the col der the weat her?

A Yes.

Q Ckay.

JUDGE HATCHER: If I can just nake sure
that 1"'mfollow ng, and for the record. Wen you're
tal ki ng about a hi gh degree day, you're saying that if
t he average person wants to keep their house at 65,

just to nake sure that the pipes don't freeze, just to
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not necessarily be warm but if that would be the
nunber you're going to pick, 65, that m nus whatever
t he actual tenperature outside is, that you would
theoretically or figuratively have to add heat to, to
bring the inside tenperature of your house up to that
standard 657?

THE W TNESS: Correct.

JUDGE HATCHER: Ckay. Sorry for the
really long | eadi ng question. It's going to | ook great
in a transcript.

Q (By M. Zucker) Let ne naeke sure to

clarify sonething. Heat i ng degree days that Spire

collects is not specific to any one custoner; is that
correct?

A Correct.

Q In other words, it's basically for the

whol e St. Louis area?

A Yes.
Q OGkay. And | believe you said that it's
basic -- the nunber of heating degree days basically

takes 65 and conpares it to the average tenperature for

t hat day?
A Correct.
Q OCkay. So if the average tenperature for a

day was, let's say, 10 degrees, how nany heati ng degree
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days would there be for that day?

A There woul d be 55 heati ng degree days. So
you woul d take 65 m nus the 10, to give you 55.

Q Ckay. Thank you. On Exhibit 6, the HDDs,
or heating degree days, are only provided for the
nmont hs of October, Novenber, Decenber, January,

February and March; is that correct?

A. That i s correct.
Q And why is that?
A. Those are the col der nont hs, where we

usual ly see the hi gher heating degree days for that
time.

Q Ckay. Al right. So what does Exhibit 5
-- or Exhibit 6, I"'msorry, show with respect to
Ms. Jackson's usage?

A So the usage in conparison with the
heati ng degree days shows that it's increasing as the
weat her is getting colder, which is what we woul d
expect .

Q Ckay. Moving on to a different topic,

Ms. Jackson has indicated that she does not |ike being
on budget billing. Wy does Spire -- or why has Spire
pl aced her on a budget over the past few years?

A When a custoner receives energy assistance

t hrough the LI HEAP program the State requires us to
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of fer a budget to custoners. And so since there's over
20, 000 custoners that apply for this program in order
to nmake it cost-effective, we auto-enroll them when we
receive the file fromthe State, of all the custoners
that are going to get these pl edges.

Q Gkay. And so would you say that we put
them in effect, on a cold weather rule paynent plan?

A Yes.

Q And is the cold weat her rul e paynent plan
there to benefit custoners in the winter?

A Yes. The cold weather rule plan | evelizes
t he paynents. So in the wnter, even though your bills
m ght be higher, you'll be paying a | evelized anount

every nont h.

Q Ckay. And what if the custoner doesn't
want to be on budget billing, or a cold weather rule
pl an?

A The custoner can call and renove

t henmsel ves fromthe cold weather rule, or the budget
pl an.

Q And if the custoner asks us to cancel the
budget, would we ever decline to do that?

A No. We would not decline. W would
cancel the budget for the custoner, or the paynent plan

for the custoner. And we would explain that the anpunt
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due wll then be all of their past due bal ance w ||
becone due on the next billing cycle. And the paynent
is due within 21 days.

Q Ckay. Wien we get a pledge or -- or a
paynent from a church, or other organi zation other than
t he LI HEAP agencies, do we al so put custoners
autonatically on budgets then?

A | don't know. | would have to -- | would
have to get back to you.

Q Ckay. Al right. Al right. So in
sunmary, is it your testinony that Spire's billings are

accur at e?

A Yes. Spire's billings are accurate.

Q And what -- and just summari ze what Spire
did to check its billings.

A So Spire -- when the conpl aints have cone

in, we have always | ooked at the previous usage to nake
sure that usage did not seemout of line. W've done a
high bill investigation, to check the appliances to
make sure that the neter was working properly.

We then pulled the neter and tested the
nmet er. So it showed that the neter was testing -- or
test ed okay and was operating as designed for that tine
frane that the conplaints have cone in.

Q Ckay. And we did all these things on --
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on Ms. Jackson's account?

A Correct. At 5641 Summt Pl ace.
Q Ckay. And is there any ot her reason,
other than a faulty neter, that Ms. Jackson's -- or

faulty appliances, that M. Jackson's use m ght be
hi gher than expected?

A I'"'msure the -- the cold weat her could
play a part init, and the fact if the hone is not
airtight. There could be wi ndows that need to be
repl aced or weatherization that could -- that needs to
be done on the house.

Q Gkay. And do you know when Ms. Jackson's
home was built?

A In 1919, according to the Cty records.

Q Ckay. Do you have the pictures there that
are Exhibit 77

A Yes.
Q Can you identify these pictures?
A Yes. This is M. Jackson's hone at 5641

Summt Pl ace.

Q And how many are there?
A It |ooks like five.

Q Are you aski ng?

A Fi ve.

Q Ckay.
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A Sorry.
Q That's fine. Al right. And all five of
them are 5641 Summ t Pl ace?
A Yes.
Q Were these pictures taken either by you or
under your supervi sion?
A Yes. They were taken by ne.
MR ZUCKER And | will offer Exhibit 7,
the five pictures, into evidence.
JUDGE HATCHER: Are there any objections
to the adm ssion of Exhibit 7?
M. Pringle?
MR. PRI NGLE: No obj ecti on.
JUDGE HATCHER: Ms. Jackson?
M5. JACKSON: No.
JUDGE HATCHER: Wt hout obj ection, they
are so -- it is so admtted as a group exhibit.
M. Zucker?
MR, ZUCKER Thank you.
Q (By M. Zucker) Wihat do these pictures
i ndicate to you?
A They indicate that they're -- the shape of
t he house, that there could possibly be warmair
escapi ng, or through maybe w ndows. And that possibly

sonme weat heri zation could be provided to the house.
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Q If it were up to you, would you have a
weat heri zati on test?

A Yes.

Q So a weat herization test is a bl ower door

test? D d you hear ne use that termearlier?

A Yes.

Q Do you know what a bl ower door test is?
A Yes.

Q Can you tell nme how that's done?

A Sure. The Community Action Agency woul d
go to the hone and hook up a contraption to basically
pressurize the inside -- the air inside the hone. And
then they have devices that they can use to see where
the air is escaping.

Sonetines they can al so physically be in
the hone, to tell if there's a 10-degree difference
bet ween the tenperature outside to see where the -- the
alr i s escaping.

Q Okay. And has Spire suggested to
Ms. Jackson that she -- that she either do or all ow

further investigation of her hone?

A Yes, | believe Spire has asked nmultiple
tinmes.

Q And do you know what her answer has been?

A Ms. Jackson has decl i ned.
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Q Ckay. Wuld there be a cost to | owi ncone

weat heri zati on tests?

A No. They are free of charge to the
cust oner.

Q And what about the neasures? Wat if they
actually do sonething, like fix w ndows?

A The weat herization is free of charge to

t he custoners.

Q Ckay. | understand -- nobving on to
anot her subject, | understand that there was an i ssue
wth Spire erroneously picking up a report on a
different Mary Jackson in this case. And in its
report, Staff has recommended we take action to prevent
this fromoccurring in the future.

Can you tal k about this issue and what --
what Spire has done about it?

A Sure. When we nane our reports, when we
get the conplaints in from either the Attorney
CGeneral, the BBB, or the M ssouri Public Service
Comm ssi on, we nane them

The name, by convention is by the | ast
nane and the first nane. And when we naned the
conplaint, we noticed that there were previous
complaints from Mary Jackson. And so when we responded

to the conplaint, we listed a 2009 conplaint that was a
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different Mary Jackson. | have instructed ny team
since then, to make sure we check the Social Security
nunbers on the account, to nake sure that when we are
ref erenci ng ol der conplaints, we are using the correct
per son.

Q Comm ssi oner Col eman asked about an
i ncident, in which gas was di sconnected on May 14th of
this year and reconnected the sane day. Can you
explain that situation?

A Yes. W inadvertently di sconnected
Ms. Jackson's gas and we restored it the sane day,
after we had di sconnected it.

Q Had Ms. Jackson nade any paynents on her
February, March or April bill?

A No, no paynents were received.

Q Ckay. So why was it wong to di sconnect
t he service?

A It was wong to di sconnect service because

we were in this formal conpl ai nt process.

Q Ckay.

A And we should -- we should have held the
account .

Q OGkay. Could we have required Ms. Jackson

to pay a portion of the February, March and April bil

under the Conmm ssion rul es?
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A Yes. W could have asked for half of the
-- the anounts.

Q Are you aware of any infornal custoner
conplaints at the Public Service Comm ssion, filed by

Ms. Jackson before 20167

A No, |'m not.

Q In fact, your group investigated that,
right?

A Correct. Wiich is how we found the 2009,

ot her Mary Jackson.
Q So this Mary Jackson did not file a 2009

compl ai nt ?

A Correct.
Q O any ot her conpl aint before 20167
A Correct.
MR, ZUCKER: | have no further questions

on this direct.

JUDGE HATCHER: Okay. W are close to the
two- hour mark. W have one nobre -- one nore witness to
go. And we have all the cross exam nati on of Ms.
Trachsel .

Let's go ahead and take a 15-m nute break.
It's 3:15 now, so let's call it 3:30.

COW SSI ONER COLEMAN:  Judge?

JUubGE HATCHER:  Yes, nm' an??
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COW SSI ONER COLENMAN: Il really will need

to | eave for another neeting, so ny questions won't

take long. But | would like to go ahead, if we could
ask them

JUDGE HATCHER: Wwell, let's go ahead and
do t hat. | have a --

COWM SSI ONER COLEMAN: Ckay.
JUDGE HATCHER  -- coupl e prepared nysel f.
COW SSI ONER COLEMAN: Thank you.
EXAM NATI ON BY COWM SSI ONER COLENVAN
BY COWM SSI ONER COLEMAN:
Q So we tal ked about the wong account that
was di sconnected that was a different Mary Jackson.
And you put in place, based on the Conm ssion's
recommendati on, sone other ways to verify this
infornmation to make sure it's the right account.
Are these accounts connected to the
addr ess?
A No. It was -- when we went to save the
file as a Wrd doc, we -- as a Wrd docunentation, we
noti ced the other Mary Jackson in there. And we didn't

conpare the address on that one.

Q So this is human error?
A Correct.
Q Ckay. And then there was the overcharge
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errors. Did |l not hear sonething about her being
over charged and she caught that and brought it to your
attention? That may have been Exhibit 2, | think. O
it mght have been 2 that we tal ked about that, if |
heard it correctly. Because | was com ng back in the
roomat the tine.
A I am not aware of an overcharge to
Ms. Jackson.
Q Have | -- did | nention that conversati on?
COW SSI ONER COLEMAN: Ms. Jackson, do you
recall anything about an overcharge?
M5. JACKSON: | have not, but |I'm-- no.
COW SSI ONER COLEMAN: Ckay. Thanks. I
just -- |I'mchecking ny notes, so just checking.
Q (By M. Col eman) | have a questi on about
the airtightness test. So that has been offered.
Ms. Jackson has declined. Wat is it -- other than
|l etting her know that the house m ght not be airtight,
how does your inspection benefit her? 1|s there
sonething that Spire offers, to assist her with getting
it airtight?
A Spire works with the Conmmunity Action
Agenci es and we sponsor a |l ot of the weatherization
funding. And so we work with the weat herization teans

fromthose agencies to go in and weat heri ze t he house.
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Not just the -- not just the blower test, but other,
you know, weather stripping, and those kinds of things
t hat woul d hel p.

Q And the | ast question -- okay. No, it's
not . Let nme ask about the -- the inadvertent
di sconnection back on May 14th of this year. That's
anot her one that |'m asking about how it happens. The
service was restored on the very sane day. And | --
I"'mtrying to find out what process transpired for it
to be di sconnected?

A This was human error, also. The system
went through the normal di sconnection process that it
-- that it normally would. Soneone on ny teamwas to

monitor the formal conplaint and failed to do so. So

that falls on -- on nme and ny team
Q So that leaves it up to the custoner to
find this -- to find these errors, or to report these

errors; Iis that correct?

A In this case, yes. W have since cone up
with a process, though, so we don't have to manually
wat ch these now. W have a process now, that wll put
t he bal ance in a disputed essay, so we -- it wll not
go i nto di sconnection status.

Q So after that, M. Jackson received a

di sconnecti on noti ce. So it sounds like to ne, if |I'm
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understanding this, service was di sconnected. Soneone
shoul d have been nobnitoring it, because there's the

di spute going on. And she was still, however, sent a
di sconnection letter for disconnection on June 11th.
Normal Il y, would she -- or should she have al so received
t hat di sconnecti on notice?

A In the normal course of business, yes, she
woul d receive that di sconnect notice. But because of
the formal conplaint, we should stop the di sconnect
noti ce.

Q Ckay. So we're talking a third instance
of human error? Because are humans nonitoring all this
stuff, or are you all trying to put the conmputers out
of busi ness?

A So formal conpl aints don't happen often.
And so it was a manual process. But we just recently
created a workaround, so that we don't have to manually
nmoni tor these.

Q And are you nonitoring all of your fornal

conplaints that are going on right now, or at any tine?

A Yes.

Q Now, ny last, which isn't specific to
this, but for general information that | need to know
| understand, |ooking at Exhibit 3, that -- I"'mtrying

to nmake sure | understand this, so | may have

Cardinal Court Reporting Services, LLC
314-485-1072




© o0 N oo o A~ w NP

N N N N NN R R R R R R R R R
O »h W N P O © © N O OO » W N B O

Evidentiary Hearing - September 13, 2019 102

interpreted it incorrectly. But did | hear that

Ms. Jackson first filed the formal conplaint in 20167

A Ms. Jackson filed an informal conplaint --
Q I nformal conpl ai nt.

A -- in 2016.

Q But all of these details |listed here are

relati ve to her account?

A Yes. So dependi ng on what the conpl ai nt
is, we go back several nonths to descri be what
happened. So if a custoner is conpl ai ni ng about a high
bill, we mght go back a year to describe the bills
t hat had been previously sent to her, or any paynents
t hat have or have not been nade.

Q Ckay. So that's where | have this
question, just for general know edge. Ms. Jackson's
servi ce was di sconnected on August 14, 2015, correct?

A Correct.

Q And on Cctober of that year, she received
a pl edge of $400. 007

A Correct.

Q Her service was not restored for 11 days
after that. Am | correct in understanding that it took
11 days after the pledge for that -- for her service to

be restored? And if that's accurate, please explain

the process, as to why it would take so long, if the
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pl edge has been recei ved?

A Sure. W receive a pledge on a file. It
is the custoner's responsibility to call us to schedul e
the turn-on. Because we need to know when the custoner
w il be hone, because we have to check appli ances.

So even though we received the pl edge on
Cct ober 10th, 1I'm not sure what day Ms. Jackson call ed
in to schedul e her turn-on, or what day she actually
scheduled it for.

Q So how did we get to October 21st, then,
if you don't know when it was scheduled to be turned
back on?

A I could go back and | ook at -- at our
records of when she called in and what -- and when she
-- | assuned she scheduled it for the 21st.

Q So this -- this is not sone arbitrary date
that was just, we're going to go turn it on. She had

to have a conversation to schedul e that?

A Correct.
Q Ckay.
A I just don't know what day she called in.

COW SSI ONER COLEMAN:  Ckay. But they did
send -- | don't need to know the date, but | do -- did
want to know t he process.

Judge, those are all the questions that I
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have.
JUDGE HATCHER  Thank you, Conmm ssi oner.
I did have just a couple.
EXAM NATI ON BY REGULATORY LAW JUDGE
BY JUDGE HATCHER:
Q First, you said that you had 20, 000,
approxi mately, custoners who are enrolled in sone type

of assi stance program correct?

A Correct, the LI HEAP.

Q I"'mtrying to remenber to ask the
questi on.

A We have 20, 000-plus custoners that are

part of the federal program the LIHEAP program

Q Why do you automatically enroll themin
budgeti ng?

A W have an agreenent with the State of
M ssouri, that we will offer budget billing to every

custoner that applies for this program And so to
efficiently do that, instead of calling 20,000
custoners the day we get a file that has thousands of
custoners on it, we auto-enroll them

And then we allow themto call in. | f
they want to be renoved fromthe program they can call
in and be renoved fromthe program

Q The penalty is the whole bill is due?
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A Correct. The whole bill would be due.

Q For a custoner that got asked for sonebody
else to help themwth their bill?

A Correct.

Q Ckay. Is that in your tariff?

A I don't know.

Q Okay. The high degree days, it's bl ank
for 2016, those wi nter nonths, January through March or
April. Does that nean that there were no hi gh degree
days?

A No. We didn't have that data avail abl e.

Q Ckay.

JUDGE HATCHER:

questions | had.

Why don't we

now, because we w || have
will be based on -- or to
fromthe Comm ssioner and
a break now The tine is
to cone back.

(Ther eupon, a brief

JUDGE HATCHER:

recess and go back on the

cross-exanm nation of Ms. Trachsel,

foll ow ng questions fromthe bench.

Okay. That was all the

go ahead and take a break

t hen cross-exam nation that

al so i nclude the questions

So go ahead and t ake

nmysel f.

3:27, so we'll call it 3:45

recess was taken.)

Let us cone out of our

recor d. W are at the
and that is

W went out of
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order, alittle bit, from Comm ssi oner Col eman and
nysel f. So, please, in your cross-exam nation, feel
free to cover also the questions fromthe Conm ssi oner
and nysel f.

And the order | have wll go Staff,
M. Pringle, and then Ms. Jackson for asking
Ms. Trachsel questi ons.

So, M. Pringle?

CROSS- EXAM NATI ON

QUESTI ONS BY MR PRI NGLE:

Q Good afternoon, M. Trachsel. I want to,
kind of, just talk about the billing practices in
general, real fast, |ooking at Exhibit 2. I kind of
just want to get, l|like, a basic outline of what would
go into a bill, like, for exanple, Septenber, 2018.
That's seven -- is that $7.007

A That is seven cubic feet of gas.

Q Seven cubic feet of gas? Okay.

A Uh- huh.

Q So what would go into a bill Iike that?
Li ke, what would be, like, the -- maybe, |i ke, the base

cost of seven cubic feet of gas?
A On a bill you would have your custoner
charge, and then you woul d have your charge per your

usage for gas.
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Q And the custonmer charge is typically how
much?

A Approxi mately $20.00 --

Q Twenty doll ars.

A -- a nont h.

Q And then -- so we -- how would we -- 1|iKke,
what woul d happen going froma bill that's as | ow as

t hat seven cubic feet to the 339 that was in January,
20187

A That woul d be a huge difference in -- in
doll ars owed. An exanple, if have a dollar, you know,
per cubic foot of gas, then you would go froma $7.00

usage charge to a $382. 00 usage charge.

Q And that's just pretty -- that's just the
basi c operating structure of Spire's billing?

A Correct.

Q And has there been any, Kkind of, change in

how Spire bills their custoners since 20117

A No. There's been no change.

Q Now, | want to go to Exhibit 7, the
photos. And you were tal king about certain
weat heri zati on options that could be avail able for the
house. Could you just describe, a little bit nore in
detail, of what, you know, in your expertise, |ooking

at this photo, would be options for that house?
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A " mnot an expert. But working with the
Community Action Agency on a daily basis, we have gone
to events with them They' ve tal ked about the w ndows
bei ng nore efficient, nmaybe doubl e pane w ndows. O
putting, |ike, weather stripping between doors and
W ndows, putting plastic up by your w ndows.

I nsulation in the attic, insulation in the roof. That
is what | can think of, off the top of ny head.

Q And you said that all of that woul d be

free of charge?

A Yes. It's free of charge.

Q And | guess, just how -- howis that free
of charge? How does that -- how does that work?

A So Spire and other utilities sponsor

weat heri zati on prograns and we have noni es set aside
for these prograns in order to help our |owincone
communi ty.
So the Comunity Action Agency woul d

i ncone verify a custoner. And then they woul d use
those funds to then put it into the custoner's hone,
weat heri ze their hone, to hopefully decrease their
usage and nmake it nore energy efficient.

Q In general, what kind of results has Spire
seen fromthese kinds of prograns?

A Decreases i n usages, happi er custoners.
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Q And do you know how many custoners have
opted i nto such a progrant?

A I do not know that.

Q And | want to go back to the confusion
over Mary Jackson, one nore tinme. You said that just
had to do with -- it was a nane, the address wasn't
connected, and there was no cross-referencing of Soci al

Security nunbers?

A Correct. In our system there was no --
in our billing system there was no -- no confusion
wi th the nanes. It was just in our nam ng systemin a

Wrd docunentation, or in the Wrd docunent.
W went to nanme the conplaint Mary Jackson

and noticed there was anot her Mary Jackson. Assuned it

was the sane Mary Jackson and it wasn't. But in our
billing system there is no -- it's separate.
Q And how qui ckly did your team catch that?
A I don't know how qui ckly.
Q And but there was no, like, a bill from

that Mary Jackson, it was never charged to our
Mary Jackson?

A No. Not hing in the billing system It
was just in our reporting when we nmentioned prior
conplaints for Mary Jackson. W had referenced a 2009

conpl ai nt and we should not have referenced that
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conpl ai nt.
Q And is this a commpn thing that happens,
or ...
A No.
MR. PRINGLE: And that is all | have,
Judge.

JUDGE HATCHER:  Thank you, M. Pringle.
Ms. Jackson?

QUESTI ONS BY Ms. JACKSON:

Q How are you doing, M. --

A Trachsel .

Q -- Trachsel ?

A Uh- huh.

Q Ckay. Ms. Trachsel, nunber one, | wanted
to ask you the sane question that M. Travis -- okay.
You said that there -- there was -- that was your error

about Mary Jackson, right?

A Correct.

Q Ckay. But what does ny bill have on it,
my record that you're -- at Spire?

A Your bill is comng from5641 Summt
Pl ace.

Q The nane?

A It's Mary Jackson.

Q No. Mary A. Jackson.
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A I"msorry. Mary A. Jackson.

Q So how could ny bill get confused wth
Mary Jackson when you got Mary A. Jackson? And that's
my nane. And that's what is supposed to be on ny bill.

A Your bill didn't get confused with the
ot her Mary Jackson. Wien we went to nane the conpl aint
file, we don't name themwith a mddle initial. W
just name them Mary Jackson.

And so when we naned your -- the conpl aint

file, we naned it as Mary Jackson and noticed there was

anot her Mary Jackson that had conpl ai ned previously.

It had nothing to do with the billing system

Q OGkay. So would you -- when you see two
Mary Jacksons, would you -- | nean, ne, nyself, if I'm
in your position to make -- to clarify the right
person, would it would nmake any -- would it nake sense
that you would go back -- I"'m-- I"mnot trying to be
smart. I"mjust trying to get ny words together. But
would it --

JUDGE HATCHER:  You're fine.

Q (By Ms. Jackson) Wuld it nmake sense for
you to go back to clarify -- to clarify and nmake the
right correction of accusing the wong one for the
wong bill? 1If you could have went back and sai d,

wel |, okay, then we got two Mary Jacksons. Let's go
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back on this bill and let's see which one is really --
we are doing the conplaint. You would have cane up and
sai d, okay, Mary Jackson -- it's Mary Jackson. But we

got Mary A. Jackson at 5641.

You know, | get it lots of tine, when lots
of people just put ny nane as Mary Jackson. But | put
my whol e nane, so everyone woul d know who | am
especially ny utility and court situation, stuff |ike
t hat .

I make sure that ny nane is being spelled
the way that | should be getting billed and when | cone
as conplaint. But when | cane as the conplaint to
Spire -- to Spire, | said Mary Ann Jackson. | didn't
say Mary Jackson, because that's not ny nane. My nane
is Mary A. Jackson, Mary Ann Jackson. Okay?

And when | compl ai ned to the Conm ssion, |
al so said Mary Ann Jackson. So would it nmade -- it
woul d have nade sense to go back and | ook back and
correct that nane? So, now, |I'mfeeling -- now, I'm
thinking that I have been charged with Mary Jackson
bill and her conpl aint.

Anot her thing that | got from Better
Busi ness Bureau that Mary Jackson, who you all said
that | am that | not am is conpl ai ni ng about that --

t hat Lacl ede did work on ny furnace. And we went
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t hrough that and found out that | wasn't the
Mary Jackson that Lacl ede did work on ny furnace. So
right now, this is, |like, an up and cl ose case to ne,
really, because I"'msitting here with the wong Mary
because you're saying Mary and ny nane on your bill --
on ny bill say Mary A. Jackson.

And nunber two --

JUDGE HATCHER: Ms. Jackson, you need to
ask questi ons.

M5. JACKSON: On.

JUDGE HATCHER:  And then she can answer
t hem

M5. JACKSON: l"m going to put a question
in there. 1t maght not be --

JUDGE HATCHER:  You're fine.

M5, JACKSON: I mean -- | nean, it mght
be a | ong questi on.

JUDGE HATCHER  But just nake sure you put
a question in there.

M5, JACKSON: " msorry.

JUDGE HATCHER  That's okay.

MB. JACKSON: Ckay.

JUDGE HATCHER  That's okay.

M5, JACKSON: " msorry.

JUDGE HATCHER: You can explain it and set
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it up, but we got to --
M5. JACKSON: Ckay.
JUDGE HATCHER: -- have a questi on.
M5. JACKSON: Ckay.
Q (By Ms. Jackson) My question is that

Mary Jackson and Mary Ann Jackson is two different

people. GCkay. On your -- on your billing, what does
you all have on your billing concerning ne?

A W have Mary A. Jackson.

Q And you used Mary Jackson?

A W referenced Mary Jackson on a report.

Q Why woul d you reference on a report
Mary Jackson when ny conpl aint has Mary Ann Jackson?

A It was human error.

Q Ckay. Now, the question | have here,
again, is that you said you' ve been with Lacl ede Gas

basically seven years, right?

A No.

Q Ckay. How nmany years?

A I've been with --

Q Twenty? Twenty?

A Correct. Twenty years.

Q Ckay. | said 20. | corrected nyself, 20

years. So you know how the program work, right, wth

HDC, Human Devel opnent Corporation with the
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weat heri zati on?
A Yes. HDC no | onger exi sts.
Q Ckay. Wdhat you all call it now?
Devel opnent Corporation, Human Wat heri zati on?
A HDC cl osed.
Q "' m sayi ng what you call it for

weat heri zati on? You said --

A Human League.

Q Human League?

A Uh- huh.

Q Ckay. Well, in our community neeting, we
still call it weatherization. So that's basically

where | get it from
Ckay. Now, how do you know if -- when

t hey cone out and weat heri ze soneone hone, how do you

know that there's still not air |eaking fromthat hone?
A I'"'m not the expert, but the Comunity

Action Agencies are the expert. And so that's why we

sponsor prograns with them to do that. They cone in

and they can run checks to make sure that what they did

is creating an efficient hone.

Q Ckay. | had used them
A Ckay.

Q I had used them --

A Ckay.
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Q -- in ny other hone and I still had air.

MR ZUCKER |''m going to object.

M5. JACKSON: Ckay.

JUDCGE HATCHER: | appreciate --

MB. JACKSON: Ckay.

JUDGE HATCHER: -- your information, but
you had your chance to testify.

MB. JACKSON: Ckay.

JUDGE HATCHER  So, again, we have to get
back to the -- it's your turn to ask questi ons.

MB. JACKSON: Ckay.

Q (By Ms. Jackson) Ckay. So, okay, getting
back here, again. So you said that you go through the
-- you go through the agency that does the
weat heri zation, right?

A Yes.

Q Ckay. Now, once they do the
weat heri zati on, you said they do wi ndows and they do

the ceilings?

A Yes.
Q Ckay. Now, what is the difference for ne
-- 1I'"m asking a question. Ckay. ' m asking a

question. VWhat is the difference for ne, installation
my wi ndow and trimm ng away with the w ndow tri mer

with the insulation trimmer? Wat is the difference
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fromme doing it and they doing it?
A I don't know the materials that you used.
The Community Action Agencies are the expert on this
and so they would use certain materials. |'mnot sure
what materials have been used.
Q Ckay. Here, on this picture, again, okay?

So this vent up here, okay, so you saying that what is
being said is that this vent could be -- air could be
com ng out this vent out of ny roof, out of ny ceiling?

M5. JACKSON: Am | saying it wong agai n?

JUDGE HATCHER: No. No, no. You're doing
fine. I'msorry. | wanted to vol unteer sone
informati on that m ght help, | think.

Those vents are for the attic space --

MS. JACKSON:  Un- huh.

JUDGE HATCHER: -- to breathe.

MS. JACKSON:  Un- huh.

JUDGE HATCHER:  The insul ation that she's
t al ki ng about woul d be underneath that vent and above
t hose wi ndows in that picture.

MB. JACKSON: Ckay.

JUDGE HATCHER:  But that vent --

M. JACKSON: It's an open vent. Ckay.
It still is the open vent, but she was pointing at it

li ke there was - -
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JUDGE HATCHER  Ckay.

M5, JACKSON: -- air mght be -- could be
circulating out of there. Sone air have to be com ng
from sonmewher e.

JUDGE HATCHER: | m ssed that.

MS. JACKSON: Sonme heat have to be out
somewhere, com ng out sonmewhere. I'"mjust trying to
ask questions and figure out how this heat com ng out.

Q (By Ms. Jackson) Ckay. No -- no response

on that one?

A I"msorry. Can you repeat the question?
Q He was -- the judge just explained it,
saying that that's is where the insulation -- above the

w ndows, where the insul ation could be added, right?

A Correct.

Q Ckay. So ny question is, is that that's a
vent, but where --

JUDGE HATCHER: Can | give it a try?

Ms. Trachsel, where would you identify on
that picture the heat is escaping from Ms. Jackson's
house?

THE W TNESS: Sone of the wi ndows, the air
could be escaping if they're not tightly sealed, or if
they' re not doubl e paned, there could be air. Again,

|*'m not the expert, which is why |I think that a
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weat heri zati on crew could cone in and really identify
all the -- those spaces.
Q (By Ms. Jackson) Fromthe vent. Not from

t he wi ndows.

A Fromthe w ndows.

Q Wll, fromthe wi ndows, there's a board.
That's a board. ' msaying fromthe vent, that's an
open vent. \Where the opening is. That -- that's
cl osed. "' m not wonderi ng about the -- above the

w ndow. Above the wi ndow is a board.
JUDGE HATCHER: Did you want to ask if she

was referencing the vent when she pointed at the

picture --
M5. JACKSON:  Yes.
JUDGE HATCHER: -- earlier?
A No. | was referencing the w ndows.
Q (By Ms. Jackson) Ckay. Well, the w ndow

-- okay. So at the wi ndow, you see open?
A No, I"'mnot -- I'mnot the expert.
JUDGE HATCHER: On the one of the side of
your house?
MS. JACKSON: This one here. This one and
this one. That's what she -- that's what got ne
confused when she point here at the vent, but she said

the window So if she's saying the wi ndow, she's
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sayi ng over these -- I'mgoing to ask a question.
Q (By Ms. Jackson) Are you tal king about

t hese wi ndows here? O where was your tal king about?

A " mtal king about all wi ndows in your
hone.
Q Over the w ndow?
JUDGE HATCHER: | think she said all.
M5, JACKSON: I"'m-- |'m pointing. ' m

showi ng it.
JUDGE HATCHER  Ckay.
Q (By Ms. Jackson) Over the w ndow?
A I'"'m-- |I'"mnot the expert. "' mj ust
gi ving ideas on what the weatherization team woul d cone
in and could | ook at and -- and decide if those are
sone of the itens that could use weatherizati on.
Q But this is the outside. I"'m-- |"m going
wth you. I'mgoing wwth you. You said over the
w ndow. Over the w ndow. Over the wi ndow. Over the
w ndow. Over the w ndow. Over the wi ndow. Over the
W ndow. Over the w ndow. They all board -- they all
have -- this is the outside now. W' re just speaking
of the outside.
So I'mtrying to see where -- what could
it be seeping. If you seen this -- you saying that

they could cone in and maybe could blow this thing in
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and see where this air could cone through.

But if you got boarding -- |I'mjust going
by what you sai d. I f you got boardi ng over the w ndow,
where over the wi ndow do you see there's not boardi ng?

A I never referred to -- to boarders on
W ndows. I was just saying they could put in w ndow
stripping, or go inside your home and see where it's
| eaki ng.

Q Ckay. And that's on the inside, right?

A Where air is escaping fromthe inside to
t he outside, correct.

M5, JACKSON: It's not for ne to respond
to that, because that's ny house.

JUDGE HATCHER: No.

MB. JACKSON: Ckay.

JUDGE HATCHER: " msorry.

M5, JACKSON: It's for sonebody to ask ne
that, right?

JUDGE HATCHER:  Yes.

MB. JACKSON: Ckay. "' mjust making sure.
Ckay.
Q (By Ms. Jackson) Ckay. Here we go, again
Now, could you tell ne about -- okay. You all -- you

stated that ny house, al so, about age, about age?

JUDGE HATCHER: | don't know if that was
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Ms. Trachsel or M. Zucker.

M5. JACKSON: He asked her the question,
how ol d was the property.

JUDGE HATCHER  Oh, that was? Okay. "' m
sorry.

THE W TNESS: Correct.

M5, JACKSON: I"'mno | awer, but |I'm good
at heari ng.

JUDGE HATCHER:  You're doi ng great.

Q (By Ms. Jackson) Ckay. W going by ny age

of ny property. Okay. The age of ny property, you

said it could be -- it could be seeping. M ght coul d
be -- could be seeping air, because of the age of that
property.

How could you -- | nean, if you would have

seen that before, if this is after, you have not seen

it before, right?

A Correct.

Q So now you |l ooking at after the fact. So
the -- the foundation of the property, does there any
-- 1s there any holes there that give you the -- the
seepi ng? Do you -- when you took pictures, did you see

any hol es or cracked foundation, or anything that woul d
seep ny air out -- out of ny property? That's fromin

to out?
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A I'"'m not an expert. I did not go on your
property to see if there were cracks on your
foundation. Wich is, again, why | would Iike, you
know, for a weatherization teamto cone in to be the
expert to detern ne that.

Q Gkay. You m ght -- okay. Do you see any
hol es on the property --

MR ZUCKER  Judge, |'m going to object.
She' s asked the question and Ms. Trachsel has answered

that she's not an expert in this area. And really the

issue is, should they have the test or not. Not - -
it's not a -- Ms. Trachsel --
JUDGE HATCHER: "1l take your objection.

You have a chance to respond. He' s
obj ecting that you' ve asked too nmany tines where the
hole is and how to fix it.

M5. JACKSON: No, | ain't asked -- | ain't
asked to fix it.

JubGE HATCHER O I'msorry --

M5, JACKSON: No, | was asking --

JUDGE HATCHER: Il nean --

MS. JACKSON: -- where the air -- where
the air com ng out.

JUDCGE HATCHER: Do you have a different

questi on?
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Q (By Ms. Jackson) Let ne phrase it. Let ne
phrase it. The picture -- the picture that you see,
does it -- does it contain any hol es where you m ght
see -- where you think that the air would | eak? That's

t he picture.

A I don't see holes on the picture.

Q Ckay. Now, going back to ny bills, this
Exhi bit 1? Now, the understanding, if | got, that you
say you been working wth the agency that do the --

that help us with our utility bill?

A Yes.

Q Ckay. Now, when -- when do you -- when
Urban League -- that's right. U ban League. Wen
Urban League hel p people on their utility and their
bill goes down to zero bal ance, why woul d Spire put

anyone on budget when your bal ance is zero bal ance?

A Qur LI HEAP agreenent that we have with the
State of Mssouri, it requires us to offer the program
to everyone and so -- that receives the funding, the

f ederal fundi ng.

And so in order to efficiently do this for
over 20,000 custoners, we auto-enroll custoners in this
program The State asks us to offer this to everyone
to provide a levelized paynent plan for -- during the

wi nter, because although your bal ance m ght be zero at
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that tinme, you m ght use 300 feet of gas in one nonth.
And i nstead of having a $300.00 gas bill, you would
only have to pay 80, or maybe an $80. 00 budget duri ng
the wi nter nonths.

Q So if you -- so you're telling ne -- so
what you're saying is that if a bill -- 1 don't know if
| can ask. If a bill, $530 -- |let nme use you all's
nunbers.

If a bill is 400 and | pay 250 and energy
assi stance pay -- no, | pay 200 and energy assi stance
pay 200, that bal ance down to 400, how could you -- how
could Laclede still -- if -- if a person paying on
their bill with the energy assistance, how could they
-- how could you still put that person -- | understand
what you saying that by the -- the uses, what you use,
that, | don't understand nuch.

But how coul d you put a person on budget
for a $200.00 bill? Wll, actually, it is 200, because
t hey payi ng two. | already paid two. They paid two.
So how could -- how -- why would you put a person on a
budget for a $200.00 bill?

A Because if you were not on a budget for
t hat $200. 00, that would all be due, along with your
current usage, which if it's in the winter and you owe

a $300.00 bill that nonth, you would owe $500. 00 that
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next bill cycle. So in order to try to help the
custoner, you would owe your previous $200. 00 and pl us
your $300. 00 current charges.

So to try to help the custoner maintain a
steady paynent every nonth, the State asks that we
offer -- or requires us to offer this cold weather rule
paynent arrangenent, which we do.

And then that way, you're on a |levelized
paynent pl an throughout the whol e year and you know

what to expect every nonth, in order to nmake those

payments.

Q What you just saying that that bill would
cone out to five hundred. How coul d you -- how could a
bill come out to five hundred? And if that's two bills
-- I"mjust asking a question. If that's two bills,

how could you cone out with a five hundred doll ar bil
the foll ow ng nont h?

A I was just using an exanple if you had a
$200. 00 bal ance that hadn't been paid, and then the
foll owi ng nmonth you used $300. 00 worth of gas, then
your next anount due woul d be $500. 00.

Q I understand that. But ny -- ny question
to you back to the four hundred, you said that if | --
when | pay two, they pay two, you got a zero bal ance.

So that nean that zero bal ance go toward the esti mated
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of the -- well, I'msaying estimation. The bal ance --
I'"'m-- I'"'mgoing to say it right. So that nean if you
got a zero balance, that -- that following bill is
comng fromthe next nonth bill, right?

A Correct.

Q So how could you -- why woul d you put
someone on a budget for a $200.00 bill, | nmean, even

t hough energy assi stance pay it?

A Usually in the winter, the anount of the
bill is usually higher than what the budget anount is,
or what we put you on a -- on the cold weather rule
pl an.

And so this levels it out across the
w nter and the sumer and you pay for a year. You pay
t he exact sanme anount every nonth. So usually in the
wi nter, your bills are higher.

So it's a benefit to get on this plan, so
that way you can pay a | ower anount during the w nter
nmont hs when your bills are really high. And then
you'll continue to pay that sane anount in -- in the
sumerti ne.

Q Okay. Spire had cane out and read ny
meter. There -- was there any problen? D d | have any
problemw th themreading ny neter?

A I don't know what day are you -- what date
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you're referring to.

Q Any tine? Any tine after conplaint and
you all asked to cone out to read ny neter, or inspect
my furnace, did -- did | deny?

A No.

Q Ckay. So when you all -- when Spire hired
t hese i nspector to do a job, why would you all want to
cone out -- why would you want to use soneone else to
cone out and -- and inspect the sane thing that your
i nspector cane -- is paid to do?

A Qur i nspector checks our appliances to
make sure that our appliances -- or checks your
appliances to make sure that they are registering usage
t hroughout the gas neter. Qur inspector isn't doing
t he weat heri zati on checks that -- that the Comunity
Action Agency woul d do.

Q So if the inspector had cone out to do
their job and you -- would you say -- just |ike what
you just said, they not to do weatherization, right?

A Correct. They check the appliances, and
the neter and the automated neter reading, to nmake sure

t hat everything is working properly.

Q So when they read that neter, and
conpl ain about ny bill, that usage is -- is -- they set
-- now, I'"'mnot a neter, just |like you not a
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weat heri zati on. | -- 1 don't work on neter. ' mj ust
asking a question. So if they cone out and read ny
meter and they inspect it, so what make -- what would
make different fromny bill fromthemreading it, and
t hen the weat heri zation cone out, not reading it?

A The -- the technician is just making sure
that the appliances, the neter is working as expected
and that the neter is accurate. Wiich in this
i nstance, they found that it was.

The weat heri zation team could cone in and
put all of these weat herproofing conponents in your
honme, to where it makes it nore airtight. And then
hopefully, you would be using less gas with the
reduction of gas bills.

M5. JACKSON: ' m finished, Your Honor.

JUDGE HATCHER:  Thank you.

| need to find out where we're at.

M5. JACKSON: Oh, I'msorry. | didn't
mean to --

JUDGE HATCHER: No, no. You're fine.

You're fine.

s

Zucker, it is you on redirect.
MR ZUCKER: Ckay.
REDI RECT EXAM NATI ON
QUESTI ONS BY MR ZUCKER:
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Q Ms. Trachsel, Conmm ssi oner Col enan asked
you about fornal conplaints. To your know edge, about
how many formal conplaints a year does Spire have?

A Approxi mately --

JUDGE HATCHER: I'"'mgoing to -- 1'm goi ng

to stop there. How i s that rel evant?

MR ZUCKER: | don't think it is, but
Conmmi ssi oner Col enman asked about it. I n other words,
she says all -- she was referring to all --

JUDGE HATCHER  Ckay. But how many?

MR ZUCKER  -- of your fornmal conplaints.

JUDGE HATCHER: Oh. Okay. " msorry. Go
ahead.

MR. ZUCKER: And her doi ng a nmanual
process for all of these conpl aints. | just want to

establish --

JUDGE HATCHER: | under stand your
questi on.
MR, ZUCKER Ckay.
Q (By M. Zucker) So go ahead with your
answer .
A Approxi mately, one a year.
Q Ckay. And when Comm ssi oner Col enman asked

you about an 11-day gap between pl edge and turn-on,

when we get a pledge, Spire has to coordinate with the
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custoner for a turn-on; isn't that correct?

A Correct.

Q In fact, the custoner may wait a nonth to
get their gas turned on, if they want to start payi ng

for gas right away; is that possible?

A Yes.
Q Okay. Okay. And just to clarify, again,
the -- the mx-up with the Mary Jacksons was just about

the investigation report and has nothing to do with

billing; is that correct?
A Correct.
Q This Mary Jackson, who's sitting here

today, is not being billed for the other Mary Jackson's
bill, now or at any tinme; is that correct?
A Correct.

M5. JACKSON: May | object?

JUDGE HATCHER:  Yes.

M5. JACKSON: Can | object?

JUDGE HATCHER  Yes. VWhat's your
obj ecti on?

M5. JACKSON: He said Mary Jackson.
That's not ny nane.

MR ZUCKER  Okay. Let ne rephrase the
questi on.

MB. JACKSON: My nanme is on that bill.

Cardinal Court Reporting Services, LLC
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Q (By M. Zucker) The Mary A. Jackson --
M5. JACKSON: There you go.
Q (By MR Zucker) -- who is sitting here

t oday, she is not paying now or at any tine for any of

the service provided to a different Mary Jackson; is
that correct?
A Correct.

MR ZUCKER  Okay. That's all | have,
Your Honor.

JUDGE HATCHER: All right. Thank you.

And | believe this is the final w tness.
Al'l right. Ms. Huber?

And this is your witness, M. Pringle.

MR. PRINGLE: Yes, sir.

JUDGE HATCHER: And cross-examw || be
goi ng M. Zucker, first, and then Ms. Jackson.

M. Pringle?

TAMWY HUBER
O lawful age, being first duly sworn to tell the
truth, the whole truth and not hi ng but the truth,
testifies as foll ows:
DI RECT EXAM NATI ON
QUESTI ONS BY MR PRI NGLE:
Q Good aft ernoon.

A. CGood afternoon.

Cardinal Court Reporting Services, LLC
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Q Coul d you pl ease state your nane for the
record?

A Tanmmy Huber . T-A-M MY. H U B-E-R

Q And by whom are you enpl oyed?

A The M ssouri Public Service Conmm ssion.

Q I n what capacity?

A In the -- I"ma Policy Analyst Il in the

Cust oner Experi ence Departnent.

Q Now, did you contribute to the Staff
report in this matter that has been marked as Exhi bit
1?

A Yes.

Q Do you have any changes or corrections to
the Staff report?

A No, | do not.

Q And the information contained in this
report is true and correct to the best of your belief
and know edge?

A Yes.

MR PRINGLE: At this tine, | nove to
admt Exhibit 1 into evidence.

JUDGE HATCHER: Are there any objections
to the adm ssion of the Staff nmenorandunf

M. Zucker?

MR. ZUCKER  No obj ecti on.

Cardinal Court Reporting Services, LLC
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JUDGE HATCHER  Ms. Jackson?

M5. JACKSON: No objection. No objection.

JUDGE HATCHER: Wt hout objection, it is
so adm tted.

MR PRINGLE: Al right. At this tine, |
now tender Ms. Huber for cross-exam nati on.

JUDGE HATCHER:  Thank you.

And as previously stated, we go to
M. Zucker first.

CROSS- EXAM NATI ON
QUESTI ONS BY MR ZUCKER:
Q Real quickly, Ms. Huber. D d you hear

Ms. Trachsel explain the renedy to the i ssue of the

mul ti ple Ms. Jacksons?

A. Yes, | did.
Q Is that acceptable to Staff?
A. Yes. | feel -- but | don't know t he exact

details of what they did, but we wanted sonething put
in place to ensure that it was verified when we ask for
informati on, that the correct conplaint information is
gi ven.

MR, ZUCKER  Thank you. That's all |
have.

JUDGE HATCHER:  Thank you.

And, Ms. Jackson, do you have any

Cardinal Court Reporting Services, LLC
314-485-1072
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questi ons?

MS. JACKSON: If I'"'m-- if | understood,
is that the question that was asked, is that about the
conplaint? Was it about the conplaint? No. | don't
have anyt hi ng. No obj ecti on. No, | have no objection.

JUDGE HATCHER: Any questions? |It's your
turn to ask questi ons.

M5, JACKSON: Oh, | get to ask questi ons.
QUESTI ONS BY Ms. JACKSON:

Q Ms. Tammy, if | ain't m staken, | have

spoken with you?

A Yes. Un- huh.
Q Gkay. Wien | spoke with you and |
conpl ain about Laclede -- | nean, Spire, right?
A Uh- huh.
Q Ckay. Did | said Mary Jackson?
A I don't recall specifically each tine. I

usually refer to you as Ms. Jackson when | talk to you.
| do believe, you know, in the course of our
conversations you -- you nade it clear that you are
Mary A. Jackson.

MS. JACKSON: That's all | have.

JUDGE HATCHER:  Thank you.

Questions fromthe bench, | don't have

any. So that takes care of recross exam nation. W

Cardinal Court Reporting Services, LLC
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don't have any witnesses left, so we are comng to the
concl usi on of the hearing.

Any final matters before we wap up? W
are wwthin a couple of mnutes with ending this
hearing. Ckay.

MR. ZUCKER: So Ms. Bockstruct points out
that we should make sure that the exhibits are all
confidential, because they are specific to a custoner.

JUDGE HATCHER: Yes. And | thought we had
menti oned sonet hing at the begi nni ng because the case,
itself --

MR PRI NGLE: Everything is confidenti al
i nvolved with this case.

JUDGE HATCHER: Everything is. Wat would
be your opinion, M. Pringle, on, do we need an
additional | ayer to designate these as confidenti al
under the rules, or does case designation protect

Ms. Jackson's privacy?

MR. PRI NGLE: I think the case designation
wll doit. And the data center will automatically
put, like, for a public thing, it's just that docunment

t hat says everything --
JUDGE HATCHER  Ckay.
MR PRINGLE: -- in this case is

confidenti al .

Cardinal Court Reporting Services, LLC
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JUDGE HATCHER:

MR. ZUCKER An
whet her or not you would pre

JUDGE HATCHER:
we'll get to that in a secon

MR. ZUCKER (© 1

JUDGE HATCHER:
or --

MS. JACKSON: |
confidential. Wy it got to
didn't do not hing wong.

JUDGE HATCHER:

M5, JACKSON: (I

JUDCGE HATCHER:
confidential to protect your
the I nternet, people can cre
it's a conputer programthat
pages and get people's nane

their nanme with their phone

W' re not even
breaking into a corporation
regul ar old nanme and phone n

And so in order
is to keep you fromthat. I
addr es

knowi ng your physica

Ckay.
d the other issue is
fer to have a brief today?
Yeah, let's go ahead. And
d.
ay.
Did you have a questi on,
mean, they want it
be confidential? 1If you

It's --

m j ust asking a questi on.

Oh, no, no. It's

address. So that -- on
ate what they call bugs,
will go out to various web
wWth their address, or
nunber .
t al ki ng about hacki ng or

or anything. Just your
unmber out there.

-- one of the protections
t's to keep people from

s and your personal

Cardinal Court Reporting Services, LLC
314-485-1072




© o0 N oo o A~ w NP

N N N N NN R R R R R R R R R
O »h W N P O © © N O OO » W N B O

Evidentiary Hearing - September 13, 2019 138

i nformati on.

Does anybody el se have a comment? | think
that ny explanation was |lacking a little.

MR ZUCKER: | think that's ny
under st andi ng of it.

JUDGE HATCHER  Ckay.

MR PRI NGLE: It protects your privacy.

M5, JACKSON: My address is not privacy
because it's in the Cty record, it's public record.

MR ZUCKER At sone point in the recent
past, the Conm ssion nmade the decision to protect the
privacy of all people filing conplaints. And so --

JUDGE HATCHER: It's not protecting their
privacy, if that's what you're concerned about.

MR. ZUCKER: It's protecting your privacy.

JUDGE HATCHER: The Staff wll know that
t here has been a conpl ai nt and however that shakes out
wth the findings. And Staff will always have access
to that information. "' m not sure what you're getting

at and | don't want to junp ahead of you.

M5, JACKSON: No, | was, like -- | nean --
JUDCGE HATCHER: No, | wunder st and.
M5, JACKSON: I was saying that ny address

is already public with the Cty. And you could go up

-- look it up in Better Business Bureau.

Cardinal Court Reporting Services, LLC
314-485-1072
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But you're saying that by ne filing a
conplaint that it cover ne. How woul d it cover ne when
| file a conplaint against Spire and Spire is the one
that 1'm having a problemw th?

Don't -- would I want the people to know

that this is what |'m going through with Spire? |

mean, | understand that it's you all covering Spire.

I nmean, you all is saying it's covering
me, but | feel like it's not covering ne, because |I'm
the one conplaining. Spire is not cover -- Spire is

not conpl aining to ne.
JUDGE HATCHER: Am | hearing you ask ne to

make your record unconfidential, or not confidential?

M5. JACKSON: Not -- | nean, | can't
change the law, what the law i s. But | was -- well, ny
-- | nmean, what | want to knowis that if -- if it was
the table turned, | would be out there. They'd be

covered and not ne.

Because t hey woul d have had -- because
t hey woul d have had a conpl ai nt agai nst -- they woul d
have had a conpl ai nt agai nst ne.

But that woul d have been t hrough -- up
under -- that woul d have been through, like -- | don't
know how t hey go by ne being out there.

JUDGE HATCHER: | don't know that they

Cardinal Court Reporting Services, LLC
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coul d conpl ain agai nst you as a private citizen. But
if you were in the other situation, where you are the
utility, you nean?

M5. JACKSON: No, no.

JUDGE HATCHER Oh, where you're just --

M5. JACKSON: If they was -- they was --

JUDGE HATCHER: Yeah. They're not -- |
don't think they're all owed to. | don't want to junp
way ahead and conmt anyone to weird positions, but
does anyone know if conpanies are allowed to conplain
agai nst custoners?

MR PRI NGLE: No.

JUDGE HATCHER: | don't think the rules --
well, I don't know.

MR ZUCKER: If they don't -- if they
don't pay the bill, we could file a suit agai nst them

JUDGE HATCHER:  Yeah, that's -- that

doesn't conme to us, though.

M5. JACKSON: Ckay. There we go. And
that's in public?

JUDGE HATCHER:  Yes.

M5, JACKSON: Okay. Ckay. See, that's
the | aw.

JUDGE HATCHER:  Ckay. So right. Now t he

rule just says how we treat it. So if you want it

Cardinal Court Reporting Services, LLC
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treated differently, you or soneone at the table needs
to ask. And that's going to be you. " msorry.

MR PRINGLE: Wuld you like this to be
public?

JUDGE HATCHER:  Yes.

MR PRINGLE: Wuld you like this to be
public?

JUDGE HATCHER: | can take that question
to ny boss or the Comm ssioners and find out how we
deal wth that, but...

M5, JACKSON: | nmean, yeah. Because,
nunber one, I'm-- |'mgoing through sonething wth
Spire and I wouldn't want no one else to go through it.
| mean, | already know | ots that went through it, but
it was -- |let them know that you have a right to file a

conpl ai nt, which peopl e does not know that they can do

this.

I know sone peopl e does, sone people
don't. But it give -- | nean, what -- what ny
experience is -- have gone through, it would give a | ot

to other people lots of peace if they know that they

can do exactly what | have done. | don't knowif |I'm
going to win or |lose this case, or not. It was the
sinmple fact that | fought and I fought until, you know,

soneone hear ne.

Cardinal Court Reporting Services, LLC
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JUDGE HATCHER  Ckay. I wll take your
request under advi senent and find an answer for you.

M. JACKSON: | appreciate it.

JUDGE HATCHER:  Absol utely.

MR PRI NGLE: I think that nmay be a first
for the Comm ssi on.

M. JACKSON: A first tine for everything.

MR. PRINGLE: Yeah, a first tinme for
ever yt hi ng.

JUDGE HATCHER:  Exhibits, | have a total
of seven. They have all been marked. They have all
been entered into the record. Are we n ssing any
exhi bits?

Ckay. The last tinme I'"'mgoing to ask --

M5. BOCKSTRUCT: Can | -- Ms. Jackson, one
option that they could do is redact sone of your
personal information, so they could have the conpl ai nt
out there, but just blackout your address and certain
personal identifying information.

So that way -- | nean, | don't know if
that's sonething that m ght be nore appealing to the --
both the Comm ssion and yoursel f.

JUDGE HATCHER: Do you all have any
feelings on that? Ckay.

MS. BOCKSTRUCT: All right.

Cardinal Court Reporting Services, LLC
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JUDGE HATCHER: Gkay. This is going to be
my | ast ask, any other nmatters before we adjourn.

MR. PRINGLE: The brief?

JUDGE HATCHER: The briefs. Wuld you all
like to submt briefs before the Conmm ssion decision?

A brief is going to be, you're witing
down your argunent of why you believe that you proved
your case. They' re not required. They are -- 1'd Iike
to get a unani nous thought, noving forward.

M5, JACKSON: Oh, you asking ne do | want
to wite ny brief for the -- the conclusion of what's
goi ng?

JUDGE HATCHER: I ' m aski ng you first,
because I'd like just to, kind of, set the tone with
your answer. If you're not interested in witing
briefs, I would expect that the two or three | awers
woul d probably agree with you. And everyone woul d skip
witing briefs.

If you said you did want to, they're
| awyers and they're going to wite briefs.

M5, JACKSON: | " m good.

JUDGE HATCHER: No briefs?

M5. JACKSON: No, no briefs.

JUDGE HATCHER:  Okay. No bri efs.

Ckay. | think that is it. W wll

Cardinal Court Reporting Services, LLC
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adj ourn the proceeding. Of the record.

(The hearing concluded at 4:45 p.m)
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