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transactions, the Company has already agreed in the Holding Company Stipulation (and the Commission 
already has the power) to exclude such impacts from rates.   Given these considerations, the Company 
submits there is no plausible basis for concluding that the Alagasco acquisition has had, or the 
EnergySouth acquisition will have, a detrimental impact on the rates charged by Laclede Gas or MGE for 
service to their Missouri customers.     

 
 Impact on Financial Health – From the time the Company announced the MGE acquisition until now, 

there has been no degradation in Laclede Gas’ financial health.  Laclede Gas had an A- credit rating before 
these acquisitions began and it has an A-credit rating today.  Laclede Gas has been able to achieve this 
strong credit rating by maintaining an equity ratio that exceeds 50% of its capital structure.  It continues 
to be able to obtain access to the short-term and longer-term capital markets on very favorable terms and 
has demonstrated an ability to maintain these metrics separate and apart from any rating changes for its 
parent, Spire.  Additionally, Spire has remained financially strong throughout this period.   Despite the 
acquisitions, or perhaps more accurately because of them, Spire’s stock price has risen by more than 50% 
(and is up over 45% since the Alagasco transaction was financed), meaning the financial market and 
sophisticated investment professionals believe the transactions have been beneficial to Spire and the 
utilities that comprise nearly all its value, meaning access to capital has not been detrimentally affected.   
Laclede Gas’ parent, Spire, has maintained an equity ratio that exceeds 50% of its capital structure and it 
has been able to maintain access to the short and long-term capital markets on very favorable terms.  
Although Spire’s credit rating was downgraded by one notch following the acquisition of Alagasco, it 
remains solidly investment grade and the downgrade has had no impact on Laclede Gas.  In short, both 
Laclede Gas and Spire continue to substantially exceed the financial metrics that the Staff has previously 
identified as triggering the kind of financial concerns that would require any kind of remedial action (i.e. 
equity ratios below 35% and 30%, respectively; credit rating downgraded below investment grade). 
Laclede Gas and Spire also continue to comply with all of the financial conditions and requirements that 
Staff requested and the Commission adopted 15 years ago to protect ratepayers from any adverse financial 
impacts in the unlikely event such impacts arise as a result of Spire’s acquisition activities.  Given this 
positive financial history and the degree to which safeguards are already in place to protect Missouri 
ratepayers from any adverse financial impacts associated with the Alagasco and EnergySouth acquisitions 
(in the unlikely event there should ever be any), the Company submits that there is no tenable basis for 
concluding that either transaction has had or will have a detrimental impact on the financial health of 
either Laclede or Spire.   

      
 Impact on Customer Service Functions – In the MGE acquisition case, the Staff was particularly 

concerned about the impact that the MGE acquisition might have on customer facing functions such as 
call center activities, disconnection and reconnection activities, customer billing, etc.   As discussed below, 
because the local operations of these customer facing functions for Alagasco have not been integrated with 
those of Laclede Gas and MGE, and the customer facing functions of EnergySouth will be integrated with 
those of Alagasco, neither of these transactions have had or will have any impact, detrimental or 
otherwise, on these functions by Laclede Gas and MGE.   In fact, the only possible impact would be the 
potential identification and application of best practices from one operating unit to another – a 
circumstance that would only enhance the quality of the services provided by Laclede Gas and MGE.  On a 
broader level, the customer service metrics maintained for Laclede Gas and MGE show that performance 
has improved significantly over a broad array of functional areas during the past three years as these 
acquisitions were being pursued and completed.  These include, among others, improvements in call 
center metrics, average leak response times, and service response times.  In fact, the only temporary 
decline in call center metrics was related to the conversion of MGE to Laclede Gas’ Customer Care & 
Billing information system, which was completely unrelated to the Alagasco acquisition.  Given this 
positive performance history and the degree to which these customer service functions remain or will 
remain unaffected by the Alagasco and EnergySouth acquisitions, the Company would submit that there is 
no plausible basis for concluding that either transaction has had or will have a detrimental impact on the 

Schedule 2 
Page 2 of 3

GM-3 Public Version 
3/12



3 
 

quality of services provided to Missouri customers. Moreover, as a result of the Stipulation and 
Agreement in the MGE acquisition case, the Staff will continue to receive monthly call center and other 
information and will therefore be in a position to continue to monitor the Company’s performance in 
these key customer facing areas.     

    
 Impact on Gas Supply/Reliability – In the MGE acquisition proceeding, the Staff also expressed 

concern over the potential impact of that acquisition on the reliability and management of the gas supply 
assets used to serve MGE’s customers.   In the winter immediately following the acquisition, the Company 
managed to maintain the reliability of its gas supply assets without material disruptions of any kind, 
notwithstanding the fact that the winter was one of the coldest experienced by Laclede Gas and MGE in 
the past 30 years.    In terms of the Alagasco and EnergySouth acquisitions, the impact of the transactions 
on the reliability of MGE’s and Laclede Gas’ supply assets is not even an issue.  While there may be 
opportunities to further identify best practices in this area through the Company’s shared service model, 
Laclede Gas and MGE are connected to different pipelines and have different sources of gas supply than 
the Alagasco and the EnergySouth utilities.   The gas supply assets of Laclede Gas and MGE will remain 
physically separate from those of Alagasco and EnergySouth.   Moreover, unlike the MGE acquisition, 
these transactions have not and will not require any transfer of gas supply assets, transportation contracts 
or other assets critical to the gas supply function.   In light of these considerations, there is no credible 
basis for concluding that either transaction will have a detrimental impact on either Laclede Gas’ or 
MGE’s ability to provide a reliable gas service. 

 
 For all of these reasons, and those outlined in the Company’s DR responses, we respectfully request that 
the Staff find and report that there is no reasonable basis for concluding that either the Alagasco or EnergySouth 
transactions have been or will be detrimental to Missouri customers.    Thank you for your consideration of this 
request.    

 
 Sincerely, 
 
 
 /s/ Mark C. Darrell   

       Senior Vice President, General Counsel 
       and Chief Compliance Officer 
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Date of Report : 8/24/2016 

Missouri Public Commission Service 
Comolaint Inquiry Report 

List of Complaints submitted between 08/01/2015 and 12/31/2015 
Utility Type : Gas 

Company Name : Missouri Gas Energy (Laclede) 

Complaint No. Utility Company 
i' ::""I :;;':'·'·:;rl::r!.1n:r :::Missouri Gas Energy (Laclede)
:C20'10004001-: , Investor( Gas) 
!' :,,, :i,i:':. !<::~-::,:!i 1 ' :::: Missouri Gas Energy (Laclede)-!''·,,1,·1.1'····- ,,, 
'C201.60~493> · · Investor{ Gas) 
:_; ·,· :;i:!,i !:: :·: ::;..:1:>:,. Missouri Gas Energy (Laclede)
.C20,1:~:0512!. ·:' Investor( Gas) 
:".: ::,.,:::::.!~/::.':: 1 1'~;::'1~·,' Missouri Gas Energy (Laclede)-

,. '"'I'' ,I,,, ... 
C2016005151 • lnvestor(Gas) 
. :: ,\-!:,: . . '':Missouri Gas Energy (Laclede)-

c:io115:ri'o513 ' ·~lnvestor{Gas) 
:-! · 11 :::·,: :·'! :~., · :. -Missouri Gas Energy (Laclede)
.,,·:·~:~o;:·.1· ;.; "' 
.C20~600578-: .. , lnvestor(Gas) 
1,,, .. , :':''~ .'·i ::: ~::, ;: Missouri Gas Energy (Laclede)
C20160b585: .... ':; lnvestor(Gas) 
.·' 1 ,_. '· . . , <1 Missouri Gas Energy (Laclede)-
c2o160o588 . . lnvestor(Gas) 
:: :,!.: " :: 

1 
, ;:;:::' '.Missouri Gas Energy {Laclede)-

C2,0t6005;9:1·' ·1 ,. lnvestor(Gas) 
·'!::: !'!'' · ..... ,;!1!:' 1 ,. Missouri Gas Energy (Laclede)
C20160'059'8: !,1·: , lnvestor(Gas) 

... :li!': '' ·Missouri Gas Energy (Laclede)-
'.c. 2016006do.·:'q: :Investor( Gas) ' ' ' '1''1',,,-,. 
, .. - ~:.:: 

1

.·: :Missouri Gas Energy (Laclede)-
C201600601': ,,., 'lnvestor(Gas) 

:'1i' ' '<:j;: :: ::i "':·; Missouri Gas Energy (Laclede)-, .II: 'i 

C201600607 111 '-:~i. Investor( Gas) 
, 11 11 1 ', 1: 1

1 
\ 1: Missouri Gas Energy (Laclede)-

C20~0~0911 ,.!_ii Investor( Gas) 
-~~: : .. ::": 11 1':;1·!111·:' -I·! !·r·1' Missouri Gas Energy (Laclede)-,, ... > ,.,., 1•1_ ·" ,': ,,,,.' 1 

.~01~.06~!8." :.-:.:i Investor( Gas) 
·; ·:·/;::::;.:::-::_: :: :.:.' ;1,'1 Missouri Gas Energy (Laclede)
:c201~00622'·.', '..·:·Investor( Gas) 
:. -~ · · , , .... ,, , ::~ .,:1 Missouri Gas Energy (Laclede)-
·~o~_~s~:, 1: :·::llnvestor(Gas) 
'·: :i :, i ~· .'' ·''! ·1:' .',·:Missouri Gas Energy (Laclede)
C~01600638 •·• ', lnvestor(Gas) 

:,; ;:!< .·. :; ·: :·: 1 
1 
'Missouri Gas Energy (Laclede)-

_C2'q1'600678. · lnvestor(Gas) 

Complaint Date Complaint Issue Complaint Sub Issue Complaint Resolution 
Phone Center Problem Re-closed: Updated Information 

9/17/2015 Service Quality 
Disputed Bill Billing Adjustment Given 

9/17/2015 Billing 
Service in General Utility Resolved Matter 

9/21/2015 Service Quality 
Customer Service/Call Center Utility Resolved Matter 

9/22/2015 Service Quality 
Customer Service/Call Center Utility Resolved Matter 

1 0/1/2015 Service Quality 
Customer Service/Call Center Utility Resolved Matter 

1 0/2/2015 Service Quality 
Denial of Service Billing Adjustment Given 

1 0/2/2015 Rules/Regulations 
Minimum Bill Customer Responsibility 

1 01512015 Billing 

Service in General Utility Resolved Matter 
1 0/5/2015 Service Quality 

Customer Service/Call Center Information Provided 
10/5/2015 Service Quality 

Discontinuance of Service Other I Misc. 
1 0/5/2015 Rules/Regulations 

Delayed Restoral 
10/512015 Service Quality 

Delayed Restoral Billing Adjustment Given 
1 0/6/2015 Service Quality 

Service in General Utility Resolved Matter 
10/6/2015 Service Quality 

Customer Service/Call Center Re-closed: Updated Information 
10/6/2015 Service Quality 

Budget Plan Utility Resolved Matter 
1017/2015 Billing 

Incorrect Bill Initial Bill Dispute Resolved 
10/9/2015 Billing 

Billing Cycle Information Provided 
10/912015 Billing 

Received No Bills Information Provided 
10/1612015 Billing 

City 

Carrollton 

Kansas City 

Lake Lotawana 

Aurora 

Joplin 

Gladstone 

Saint Joseph 

Kansas City 

Saint Joseph 

Kansas City 

Kansas City 

Kansas City 

Camden Point 

Camden Point 

Kansas City 

Blue Springs 

Blue Springs 

Blue Springs 

Nixa 
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1 

• :, !':;< .. '-::.ll[:ii!:i!Missouri Gas Energy (Laclede)
·C2Q1:soo69t,~: 1 i!i· lnvestor(Gas) 
· · .· .':':;:;:!;!i 1 !::·l!j;i;,!·~·[. 'i Missouri Gas Energy (Laclede)
C20~'600694i:j;1>·.' lnvestor(Gas) 

'., ''jl.'" ,I ":1'''' :: ,"'',;: • ' 
·_,.:i.'·:,;::; '·;:1 !]:,::i:i:i;'):: M•ssoun Gas Energy (Laclede)-

'?q~:~~~~:l'i:!;;! Investor( Gas) 
,!':/.:! :'l;:t:·:'!,: ::.f',lill!li Missouri Gas Energy (Laclede)
'C201~0.Q~00."!:·::;:: Investor( Gas) 
:iT!:·;::!il!i!~:J,,,::, 1 :;!!i!:;,: :;;!Missouri Gas Energy (Laclede)
C201'600701'i'l i·!!'llnvestor(Gas) 
·~.:.'1''·1'·1·:'•, ':,·:····.'' . . 
1: :,::1:1,J:.•:I,i.' · j•:; ",1>:'!:·; MISSOUri Gas Energy (laclede)-
,Q.zq11 ~·?ozro!.i·::!~:illnvestor(Gas) 
:·~_·''::!.1!!!1·1 :': .:·::i <::·:';!:I Missouri Gas Energy (Laclede)

C201®.b~~~~~i'ili:il Investor( Gas) 
i;; · ~-!:li 1 i 1 : .• • :,]<,~!1 !1:1l:'Missouri Gas Energy (Laclede)-

' '1 ... ::,-1·,111'''" 
:c201,600435;;: :!': 1'! lnvestor(Gas) 
'l'i:l!"d' IT 1""1',1''11'!' 
',. 1· ;.':

1 ::-;~,!: "!;;,.:·:~ iij:!: Missouri Gas Energy (Laclede)-
:·cr:2o1.6d0461: iJ·1!il Investor( Gas) 
>: ,:·:.::1.: l''il' J!'l!:': :I . . 
: ': :·1'! .... \:·1: 1 .:~:·:.~.'<, Mtssoun Gas Energy (Laclede)
'C201:600969;. ·:11: 11nvestor(Gas) 
!: ·:·!T::: .. i.: ki .: ~:~·~!·',;:I Missouri Gas Energy (Laclede)
:C20~I600978i· · 'l·llnvestor(Gas) 
·' ' 'i ::: T'i_': :;;:i ·:!·I Missouri Gas Energy (Laclede)-
'C20~:600989':, , i Investor( Gas) 
.. , ,"' '1: . ,- 1 :. ··:Missouri Gas Energy (Laclede)-
¢:2o1;~b+o211 ;,,· ''·i lnvestor(Gas) 

' ,:; ::. "i ' ' '" :::! 
: 1 :·:'. . .-, ••• ·;-; :I: .: •. !Missouri Gas Energy (Laclede)-
'020~.6011033 '1·:> ,llnvestor(Gas) 

, :. ~- · . , ,_. J!:·:::l Missouri Gas Energy (Laclede)-
C201'60t~1j ·;.1i<: lnvestor(Gas) 

I :',;:::,::.!: .i!i! 1:! 
. '.' :-.:,, , .. ,·! · ... : ·1';/l Missouri Gas Energy (Laclede)
C20~.60~·o~~ :.·::: 1lnvestor(Gas) 

'11'1 ',"1' ', .,.. . . 
1:1. ~.~;1,~ .: 1·, \ :'::. ',.•! MISSOUri Gas Energy (Laclede)-

C20~~01iQ69;1; 1 :lnvestor(Gas) 
') ·:

1
'"' :·1: ':" 11 :I Missouri Gas Energy (Laclede)

C2Dl6P9"?:11~1: 1:!;!;:11nvestor(Gas) 
,' : :·:'? -:·:i:;r1 ::,_:l!i1i;'IMissouri Gas Energy (Laclede)
.C20f600126 . (,i lnvestor(Gas) 
;:,: : 1:'!: ::_ l·:·:;~::::;::[:::!::i Missouri Gas Energy (Laclede)
C2016Q.0731i;<·':l::! Investor( Gas) 
, . _·:,· ::,, :,;: ':::-!: 1 i~:;,jMissouri Gas Energy (Laclede)
'cio .. 1600~38::· .; <ii lnvestor(Gas) 

' ' I •' I 
:,! .··:.:.: . ,·:.,;::-.:,l!'i" ,:1:Missouri Gas Energy (Laclede)-
'9201~0~~63; ;::; '·! lnvestor(Gas) 
,· 1 : _ . ·: ... , ..... 1 Missouri Gas Energy (Laclede)
.G2. Oj6Q076~' :;:.,': lnvestor(Gas) 

, ... 'I 

10/19/2015 

10/20/2015 

10/20/2015 

10/20/2015 

10/20/2015 

8/19/2015 

9/8/2015 

9/9/2015 

9/14/2015 

12/2/2015 

12/3/2015 

12/5/2015 

12/10/2015 

12/14/2015 

12/16/2015 

12/18/2015 

12/28/2015 

10/23/2015 

10/26/2015 

10/27/2015 

10/27/2015 

10/30/2015 

10/3012015 

Customer Service/Call Center 
Service Quality 

Received No Bills 
Billing 

Discontinuance of Service 
Rules/Regulations 

Customer Service/Call Center 
Service Quality 

Billing in General 
Billing 

Service in General 
Service Quality 

Delayed Restoral 
Service Quality 

Payment Posting Problem 
Billing 

Phone Center Problem 
Service Quality 

Cold Weather Rule 
Billing 

Paper Billing 
Billing 

Customer Service/Call Center 
Service Quality 

Discontinuance of Service 
Rules/Regulations 

Service in General 

Service Quality 

Refunds 
Billing 

Installation Delay 

Service Quality 

Billing Cycle 
Billing 

Billing in General 
Billing 

Customer Service/Call Center 
Service Quality 

Installation Delay 
Service Quality 

Received No Bills 
Billing 

Customer Service/Call Center 
Service Quality 

Customer SetVice/Call Center 
SetVice Quality 

Information Provided 
Independence 

Re-closed: Updated Information 
Blue Springs 

Re-closed: Updated Information 
Kansas City 

Utility Resolved Matter 
Lees Summit 

Utility in Compliance wffariff and/or Rules 
and Statutes Independence 

Utility Resolved Matter 
Cameron 

Utility Resolved Matter 
Kansas City 

Utility Resolved Matter 
Harrisonville 

Utility Resolved Matter 
Kansas City 

Utility in Compliance wffariff and/or Rules 
and Statutes Kansas City 

Customer Not Participating in Their Own 
Resolution Independence 

Service Quality Comment 
Smithville 

Re-closed: Updated Information 
Kansas City 

Service Restored (definition: 
outage/disconnect/reconnection delay/3rd 
pty delay) Tumey 

Utility Resolved Matter 
lndepedence 

Service Restored (definition: 
outage/disconnecVreconnection delay/3rd 
pty delay) Kansas City 

No Jurisdiction Over Subject Matter 
Gladstone 

Information Provided 
Excelsior Springs 

Utility Resolved Matter 
Kansas City 

Raymore 

Utility Resolved Matter 
Kansas City 

Requested Service Provided (definition: 
installation delay/property restoral) StJoseph 

Billing Adjustment Given 
Kansas City 
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:::·:;'q:+_::::::,·:·, :,:·.::r;~!·:il Missouri Gas Energy (Laclede)
:q201'.s007:7~: .:'J!:.Ilnvestor(Gas) 

:!:: TIJ:::·:~::·:'<:;i;: :.: ::, ::.; 
·!. 11:-!-i ::i:: ::r·' i ~,,: 1 ':t::Missouri Gas Energy (Laclede)
_C20~ ~Oi;fS:!J~::;I.1 i: lnvestor(Gas) 
:: ,,.: ::::i l>:!,:::~:i!i!;i:i!!i:·;l: Missouri Gas Energy (Laclede)
C201000778 !.'·:'i:! Investor( Gas) 
'"'1'1''''1·1'''1'1 ·1' ~~ .. ,.,.1., 
·.:'lii .. ·.·lt·r',!;·;:,i! :!•il!;i,!.;:l:-,:1 Missouri Gas Energy (Laclede)
~~:~~~~ 1::::1 J:llnvestor(Gas) 
I· !;:-·-:::1:!:!·1! l1:'i-~JI:;:l· 1 ::j Missouri Gas Energy (Laclede)
.C2. 'Oj~Q7:9~:,1 :',:!:1''.1.1nvestor(Gas) I ''1 •'1''"'1'' I d 
:-.'_: :' :·:_.:1 [:i~:·::;:::::r.:: 1 ::'Missouri Gas Energy (Laclede)
'C20.1600804' '!,:,:j lnvestor(Gas) 

,, ' ' ' : ,~,,, ' 

1: :: ,:;~_,":::,, ,','1:.:':,;:
1
:i!!ii:Missouri Gas Energy (Laclede)

C2016008:1i6 :::_ ·: lnvestor(Gas) 
!;:' );~ .... ' : ::,,·,::-~-·::Missouri Gas Energy (Laclede)
:;42:qJ 6008~~(!:::j. 1 ' Investor( Gas) 
! ,· ::;,,,:: ·;!'·

1
'.'!:'', !:;.,·

1
: 1 Missouri Gas Energy (Laclede)

C201600833.'': j j: lnvestor(Gas) 
'; -:'· ·.:_: :,: _· ... : · ' .· Missouri Gas Energy (Laclede)
'C201600834·-:, ··. lnvestor(Gas) 
"·: ·. :': :;.:··· · . '::- · ··Missouri Gas Energy (Laclede)-
C20160p838 ·lnvestor(Gas) 
:·, · ·.·· :-;:~~:::- ,i,!i!::i ,,·:!·,Missouri Gas Energy (Laclede)-
1,~~01600839:', 1 '1::· lnvestor(Gas) 

I· -· •. ;,,Missouri Gas Energy (Laclede)-
'9?0~600840 

1 

;.~:Investor( Gas) 
. , . . ., _ ... '· -.. : Missouri Gas Energy (Laclede)
C201600844 : 'Investor( Gas) 
, , , ".;:!'Missouri Gas Energy (Laclede)-

:C201600853-:· 1 .,-,- lnvestor(Gas) 
,.: i · .·· .. ·,·;:Missouri Gas Energy (Laclede)-.,,-"'., 

'C201600855 ': Investor( Gas) 
: _ , . :: ,· · ·"'';Missouri Gas Energy (Laclede)

:c2ci160b8Ss.;·!:i.l!,l lnvestor(Gas) 
' .. · _: ·:· :i ';:',. (!::: iMissouri Gas Energy (Laclede)-

:c2o1' 600861~·:,:!:!::! Investor( Gas) 
. :: ::::_ [ :,:-; :::i Missouri Gas Energy (Laclede)-
·q20~69q8~ ;:!: 1:"-llnvestor(Gas) 
,,-: .

1
·:· .. : .' :. '. · _: ;- .. :-!Missouri Gas Energy (Laclede)-

'c2o1600873 '-'!Investor( Gas) 
:;.: ,.-_ :::, · :':,-, _· , ·: .. :Missouri Gas Energy (Laclede)
C201600889,' '' i lnvestor(Gas) 
I • • • ·,I Missouri Gas Energy (Laclede)-
C201600890 ; lnvestor(Gas) 

··:::::·· · ' . :Missouri Gas Energy (Laclede)
C201600901, · , ,i lnvestor(Gas) 

·i Missouri Gas Energy (Laclede)
C20160090!5, :,lnvestor(Gas) 

11/2/2015 

11/2/2015 

1112/2015 

1113/2015 

1114/2015 

1115/2015 

1116/2015 

1116/2015 

1119/2015 

1119/2015 

11110/2015 

11110/2015 

11110/2015 

11110/2015 

11112/2015 

11112/2015 

11112/2015 

11112/2015 

11112/2015 

11/13/2015 

11116/2015 

11116/2015 

11117/2015 

11/18/2015 

Payment Posting Problem Information Provided 
Billing : Independence 

Customer Service/Call Center Service Restored (definition: 
outage/disconnect/reconnection delay/3rd 

Service Quality pty delay) Joplin 
Customer Service/Call Center Utility Resolved Matter 

Service Quality Kansas City 
Customer Service/Call Center Utility Resolved Matter 

Service Quality Kansas City 
Late Payment Charge Billing Adjustment Given 

Billing Pleasant Hill 
Payment Posting Problem Utility Resolved Matter 

Billing Kansas City 

Customer Service/Call Center 
Service Quality Raymore 

Installation Delay Billing Adjustment Given 
Service Quality Kansas City 

Customer Service/Call Center Billing Adjustment Given 
Service Quality Lees Summit 

Customer Service/Call Center Requested Service Provided (definition: 
Service Quality installation delay/property restoral) Belton 

Customer Service/Call Center Utility Resolved Matter 
Service Quality Liberty 

Customer Service/Call Center Utility Resolved Matter 
Service Quality Joplin 

Customer Service/Call Center Utility Resolved Matter 
Service Quality Belton 

Gas Leak Referred to Utility Company 
Service Quality Kansas City 

Delayed Restoral Utility Resolved Matter 
Service Quality Kansas City 

Installation Delay Re-closed: Updated Information 
Service Quality Kansas City 

Denial of Service Re-closed: Updated Information 
Rules/Regulations Joplin 

Customer Service/Call Center Utility Resolved Matter 
Service Quality Blue Springs 

Customer Service/Call Center Utility Resolved Matter 
Service Quality GLADSTONE 

Payment Posting Problem Utility Resolved Matter 
Billing Kansas City 

Defective Meter Requested Service Provided (definition: 
Service Quality installation delay/property restoral) Duenweg 

Customer Service/Call Center Utility Resolved Matter 
Service Quality Lees Summit 

Delayed Restoral Utility Resolved Matter 
Service Quality Kansas City 

Delayed Restoral Cold Weather Rule Payment Arrangement 
Service Quality Kansas City 
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Ji': ':" Missouri Gas Energy (Laclede)-
C2d1600907 ' lnvestor(Gas) 
' •':'' ,, 'I ' 

"·,,: :;: .. },:: '·; . i;L; ::'' Missouri Gas Energy (Laclede)
:92:0:1.600~~.! :!.; Investor( Gas) 
'·"· · ':·1 .. ::Missouri Gas Energy (Laclede)-
:¢:?'g1'~0@"(f -;-:: : lnvestor(Gas) 
1. [,!'!: 1 T!i~:H:~:' ;:i.:·::,~:::' Missouri Gas Energy (Laclede)
iczo~spoo:'s :;:!,.;·:Investor( Gas) 
"''l'i·:l;"']'l''jl'ilj"'i'''•''l: '· . . i·)l:' !:: L; ti[' :i·:;'::i:,-:::1:! M1ssoun Gas Energy (Laclede)-
!q2~1:60~Q?O: ,.,~<1:! Investor( Gas) 
: ;-1 i-' ::,:::: :.; i::::;::,i 1:1::;'; Missouri Gas Energy (Laclede)
!q~~:~9~~~::i::<i lnvestor(Gas) 
:'o~'; · '.J •. :; • ·'l'ldi:·': ·,~:::-:::Missouri Gas Energy (Laclede)
ic:w1soo92ii: '' lnvestor(Gas) 
'!::l,,li.·i·- ... ;,II"· : :· :.: 1.· Missouri Gas Energy (Laclede)-
,: ::,•''"'·, '· ', '' .. 1' 
IC201600930' · -:"< Investor( Gas) 
··1' .... ''I'''' . ':': ,!,': .·1,: ·! ·.;: · :.. . Missouri Gas Energy {Laclede)-
::9~g~i~OQ~~~ : '· 'lnvestor(Gas) 
i::!:·t' :.'<::.>: :·::1' .. 

1
:, .: Missouri Gas Energy {Laclede)-

·c:~q~1~909~~: ':!:: lnvestor(Gas) 
. . : . · .. , .'' . , .. :.:Missouri Gas Energy (Laclede)

C201600934 :;: 'i lnvestor(Gas) 
1 ::,.::;: ',:';.:' ·:·!·: i ·;'I:' · 1Missouri Gas Energy (Laclede)-

:C201:600937.: ·· ! lnvestor(Gas) 
,;:,'' .:. 

1 
::,,· •• ·., :·

1

.: \: ! Missouri Gas Energy (Laclede)-
C201600938:. ' ,, Investor( Gas) 

I ;11 1' •'']'I ''j ' 
i : :·1': ,,', ... ,' :

1
, .,i, · Missouri Gas Energy (Laclede)-

C201600940' lnvestor(Gas) 
i, .. :,,, i',, :,:;,::! :::.j:, Missouri Gas Energy (Laclede)-
02.0160'0942'"' ' lnvestor(Gas) 
J!i]!il!!.' i: \:·! ·. · (' ::.Missouri Gas Energy (Laclede)
:C:Zci·1s0o94S' · lnvestor(Gas) 
,i1 ::.:,;:i::!!j·' :·:.:· ::[1, ·: i'! Missouri Gas Energy (Laclede)-

t???~:~P?~·~i::: ;,': lnvestor(Gas) 
',..,.i I ··i · ·., · !:.: :· Missouri Gas Energy (Laclede)-

C~O,}:~gg~ •.• ··• lnvestor(Gas) 

11118/2015 

11119/2015 

11/19/2015 

11/1g/2015 

11/20/2015 

11/20/2015 

11/23/2015 

11123/2015 

11/23/2015 

11/23/2015 

11/23/2015 

11/23/2015 

11/23/2015 

11124/2015 

11/24/2015 

11124/2015 

11/24/2015 

11130/2015 

Denial of Service Requested Service Provided (definition: 
Rules/Regulations installation delay/property restoral) Carrollton 

Installation Delay Utility Resolved Matter 
Service Quality Tipton 

Discontinuance of Service Utility Resolved Matter 
Rules/Regulations Grandview 

Billing in General Utility Resolved Matter 
Billing Neosho 

Customer Service/Call Center Utility Resolved Matter 
Service Quality Independence 

Delayed Restoral Utility Resolved Matter 
Service Quality St. Joseph 

Customer Service/Call Center Utility Resolved Matter 
Service Quality Carthage 

Gas Leak Service Quality Comment 
Service Quality Kansas City 

Installation Delay 
Service Quality Unicorporated 

Customer Service!Call Center Utility Resolved Matter 
Service Quality Tipton 

Delayed Restoral Utility Resolved Matter 
Service Quality Clarksburg 

Installation Delay Utility Resolved Matter 
Service Quality Ozark 

Customer Service/Call Center Utility Resolved Matter 
Service Quality Independence 

Delayed Restoral Utility in Compliance wffariff and/or Rules 
Service Quality and Statutes Pleasant Hill 

Installation Delay Requested Service Provided (definition: 
Service Quality installation delay/property restoral) Kansas City 

Customer Service/Call Center Utility in Compliance wffariff and/or Rules 
Service Quality and Statutes St. Joseph 

Budget Plan Billing Sustained 
Billing Kansas City 

Discontinuance of Service Utility Resolved Matter 
Rules/Regulations Kansas City 
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Date of Report : 8/22/2016 

List of Complaints submitted between 01/01/2016 and 0812212016 

Utility Type : Gas 

Company Name: Missouri Gas Energy {Laclede) 

Complaint No. Utility Company Complaint Date 

::::·~l;;;i;;,T!'::--:11:!:, I 

C20,601142o;:!::'l ,, M1ssoun Gas Energy (Laclede)-lnvestor(Gas) 3/10/2016 
:·,l-1: ;~~-~,.:;\].:/:!::i,:::j~i: 
f.f:~:r~-~~~.~:~.'-,::,:;;: 11:!!.' Missouri Gas Energy (Laclede)-lnvestor(Gas) 3/10/2016 
.,.:dl: .. ,.-1 '• ,•,.I,:, 
C.2Ct160:1445· ,:,·::'Missouri Gas Energy (Laclede)-lnvestor(Gas) 3/15/2016 
i;;:,;:::::liii::i[:i:i:!:!,,:,:,t,::i:: 
IC2,01'qt14®:i:,::i:I:.Missouri Gas Energy (Laclede)-lnvestor(Gas) 3117/2016 
,'1':·: :!:,: :, '\;_',.·.-i::l:_::): 
:c2o-1s0~46H·'i:!. 1 

i!' Missouri Gas Energy (Laclede)-lnvestor(Gas) 3/20/2016 

>,:!,_ .. ·,: ,.:;'':. 
1:;20~60149;4'':-. :·:··Missouri Gas Energy (Laclede)-lnvestor(Gas) 3/28/2016 

~~~~-~:~~1j;::~: i;:Missouri Gas Energy (Laclede)-lnvestor(Gas) 3/31/2016 
: -': .'~''.' '.i 
-~201,601.521,, _ , Missouri Gas Energy (Laclede)-lnvestor(Gas) 4/1/2016 

~2o~'so1:Sn :.··::':Missouri Gas Energy (Ladede)-lnvestor(Gas) 4/1/2016 

.-. '.'.'' :::,:i•' 
C201~9,~~2ti ·-i,iMissouri Gas Energy (Lac!ede)-lnvestor(Gas) 4/4/2016 

I ,i ', :''::.,' 
C20160t53f· .1:: :Missouri Gas Energy (Laclede)-lnvestor(Gas) 4/5/2016 

· .. ,i' ·: '·q '·:·;>: 
C20,~6p~:sss··:~.:i:!-:Missouri Gas Energy (Laclede)-lnvestor(Gas) 4/11/2016 
,,,_····:_::::".:-.,·VI:::_ 
C~~1B9~~-6:;.::,: ·i;Missouri Gas Energy (Laclede)-lnvestor(Gas) 4/14/2016 

C2o;1s?l:5?~-[ .:' ·~Missouri Gas Energy (Laclede)-lnvestor(Gas) 4/15/2016 

,~0:1:~~'~.9~::' :::;:::Missouri Gas Energy (Laclede)-lnvestor(Gas) 

·:·-,. '··: '• :_);:'~!ii l:i i -~t 
4/22/2016 

:C2G16d~61~ [:·~-·-,;!Missouri Gas Energy (Laclede)-lnvestor(Gas) 
:: l;:· _:;::':::~.._::!:':':_!·: 
:9.,01601'1'69.·-.:·!-:JiMissoun Gas Energy (Laclede)-lnvestor(Gas) 
,,, ',, 

C2ci:Hi01643> ::, :Missouri Gas Energy (Laclede)-lnvestor(Gas) 
' ' ' ·' ... 

4/28/2016 

1/15/2016 

5/4/2016 

5/5/2016 'C2d1.6o:l'.648: .\':,:!Missouri Gas Energy (Laclede)-lnvestor(Gas) 

62:~~~01'~ .. :::,, 1 Missouri Gas Energy (Laclede)-lnvestor(Gas) 5/5/2016 

cio,~Q~~-; ·\:!:Missouri Gas Energy (Laclede)-lnvestor(Gas) 5/10/2016 

Missouri Public Commission Service 
ComPlaint Inquiry Report 

Complaint Issue Complaint Sub Issue 

High Bill 
Billing 

Billing in General 
Billing 

Rebill 
Billing 

Drscontinuance of Servrce 
Rules/Regulations 

Safety 
Rules/Regulations 

Customer Service/Call Center 
Sentice Quality 

Delayed Restoral 
Servrce Quality 

Payment Posting Problem 
Billing 

Discontinuance of Service 
Rules/Regulations 

Billing in General 
Billing 

Rebill 
Billing 

Discontinuance of Service 
Rules/Regulations 

Discontmuance of Service 
Rules/Regulations 

Refunds 
Billing 

Auto Pay 
Billing 

Discontinuance of Service-bill 
Rules/Regulations 

Discontinuance of Servrce 
Rules/Regulations 

Customer Service/Call Center 
Service Quality 

Discontinuance of Servrce 
RuleS/Regulations 

Service in General 
Service Quality 

Discontinuance of Servrce 
Rules/Regulations 

Complaint Resolution 

Utility Resolved Matter 

Billing Adjustment Given 

Payment Arrangement Reached 

Brlhng Adjustment Given 

Re-closed: Updated Information 

Utility Resolved Matter 

Utility Resolved Matter 

Utility Resolved Matter 

Utility Resolved Matter 

Information Provided 

Billing Adjustment Given 

Billing Adjustment Given 

Billing Adjustment Given 

Utility Resolved Matter 

No Jurisdiction Over SubJect Matter 

Billing Adjustment Given 

Utility Resolved Matter 

Utility Resolved Matter 

Bilhng Sustained 

Utility Resolve~ Matter 

Re-closed: Updated Information 

City 

Kansas City 

Kansas City 

Kansas City 

Kansas City 

Kansas City 

Higginsville 

Independence 

Independence 

Lees Summit 

Independence 

Kansas City 

Lamar 

Kansas City 

Raytown 

Saint Louis 

Grandview 

Independence 

Joplin 

Kansas Crty 

Norborne 

Kansas City 
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::- 1''::,;:::::,·"::'·F:'II:::!:i,:, 
~~9,J601~:.<: :. Missouri Gas Energy (Lactede)-lnvestor(Gas) 5/12/2016 
;, 1'1 I: I 1'-· .'! j'l II I!: ·' 

:~20:1~9:1~~~::::.!: Missouri Gas Energy (Lactede)-lnvestor(Gas) 5/1212016 
: : ' i : I ' I i I ~ : : ! : ; : : : ; : ! ; ; j ; ! i j ! ; : : : i j i ' ; 
A~P1~~~~~&;ii: :!;i;: Missouri Gas Energy (Ladede)-lnvestor(Gas) 5/13/2016 
!I : I ~ i : ' : I ; i !: i I : : ' I : li i ; : : : i ' I ' ; : : 

; .. 8~~J.1 ,.~1 9~.~i~~t.:i:l.ii,; Missouri Gas Energy (Laclede)-lnvestor(Gas) 5/16/2016 
': ':::::w:. ;:~!11:::'1n·:f:·1 !!I 
,9~Pl~~~?~~~i!:l:i!l Missouri Gas Energy (LacledeHnvestor(Gas) 5/26/2016 
::'! ,:: :.:<i;':::·!':::;~::.:·:d 
.C2qt6~1'7;:¢2.;:.:! :, Missouri Gas Energy (Ladede)-lnvestor(Gas) 5/26/2016 
ji}:li:l: 1 ii:.':!.:(;:~/,,::'; 
i~~W~r:!~~~g:[i!~i!:! Missouri Gas Energy (Laelede)-tnvestor(Gas) 61312016 

8~P~~9~W, ·r ~:Missouri Gas Energy (Laelede)-lnvestor(Gas) 6/6/2016 

, ', '-< l:"'o',_,:!,;: 

1C2Q1,~p~~~1':j ;:1· ·Missouri Gas Energy (Laelede)-lnvestor(Gas) 6/8/2016 
I :::. i : I : ! ~ ' ;; i : . : : I : : ! ' ; II : 1-' i ' I ! : : I ' ; ; 

:~f~;~~-~~.~-!1:~~::1:!!::: 1 : Missoun Gas Energy {Ladede)-lnvestor(Gas) 1/20/2016 
''· ''""1 ... ::,,1,'1111''-i 
p?D1~o'1~r-IJL';:::· Missouri Gas Energy (Ladede)-lnvestor(Gas) 1/27/2016 
' : ' ' ' I I : : ' ' ~ • ~ : I : ' I : ! : I : i ' : ~ ! ; ! : ' i .' : ' ' 
C20160124~" · Missouri Gas Energy (Laclede)-lnvestor(Gas) 1/29/2016 
I ,• .,, :• 1 :': 

' ,,.. .,, 

P*~;1.~~~~8¥·;;:,·: ~,Missouri Gas Energy (Laclede)-lnvestor(Gas) 2/5/2016 
1,,:. ;'l:i;,, I:, I, ' ' 
t:20:1.SO:!f:96'

1 ~ .. Missouri Gas Energy (Laclede)-lnvestor(Gas) 2/8/2016 
I, ,;:j ;!:::•:·1,:,:_:. 
'C:2o'1601-316 1 Missouri Gas Energy (Laclede)-lnvestor(Gas) 2/16/2016 
:,: ::::;-,::;:::!:~.:~f:: 
C201601317' 'i Missouri Gas Energy (Laclede)-lnvestor(Gas) 2/16/2016 ' :· 1:.-·: ' 

.' ":,:::·!,,' ;,·,,· 
C20160133T· ;: Missouri Gas Energy (Laclede)-lnvestor(Gas) 2117/2016 
,.,; :,",;"·:':i:;',i:,,· 

·c26.1s01367 ":.: .. 'Missouri Gas Energy (Laclede)-lnvestor(Gas) 2124/2016 
; ; :,:. ; ; : : ; i : : : : ' ' ' : : ' i : : ' i ::: ! : ~ : i 
,C20.1'601:3]':1 i:l:·;-t·Missouri Gas Energy (Laclede)-lnvestor(Gas) 2124/2016 
::-.':·:::'ii;:::·::::!;l::li)::,:i::::: 
,C20160'f392.> -.·j: ;Missouri Gas Energy (Laelede)-lnvestor(Gas) 3/1/2016 
I! !i 1: :: I' 1

: ~:i: i ·: ::::::.: :';:;:::: 

'C:2D1'so1~-r:;::!e:~:MISSOuri Gas Energy (Laclede)-lnvestor(Gas) 3/3/2016 
j : ' i i I ~ ' I ' i : : : :'.: ! :::. I ' ! ; ' ! ' ~ I ; ; ' : : : 
(:20161).1864' :,:: , Missouri Gas Energy (Laclede)-lnvestor{Gas) 6/27/2016 
!li!hi;.!~.-; ::!/;_:-','F.:;':·' 
C20~®:1866', · , ;Missouri Gas Energy (Laclede)-lnvestor(Gas) 6/28/2016 
::.i"·"l·::::, .. ,,, .. ::.w I; 

·:~6~.~;i~:::; :} Missouri Gas Energy (LacledeHnvestor(Gas) 6130/2016 
,'[:,(::f!:','::!i,:~::Ji:·: I!' 1!: 

:e20170oo1!1::·. 1 .:.::Missouri Gas Energy (Laclede)-lnvestor(Gas) 7/6/2016 / .,", '' .,;: ::::I' " 
·p2ti17:_~t4' .. Missoun Gas Energy (Laclede)-lnvestor(Gas) 7rt/2016 

Billing 

Billing 

Rules/Regulations 

Rules/Regulations 

Billing 

Rules/Regulations 

Bilhng 

B111ing 

Service Quahty 

Billing 

Bzlling 

B111ing 

Rules/Regulations 

Billing 

Billing 

Billing 

B1lling 

Rules/Regulations 

Billing 

Billing 

Billing 

Billing 

Billing 

Rules/Regulations 

Service Qualrty 

Billing 

Connection Charge 

Connection Charge 

Discontinuance of Service 

Discontinuance of Service 

Refunds 

Discontinuance of Service 

Paper Billing 

Final Bill 

Delayed Restoral 

Billing in General 

Disputed Bill 

Incorrect Bin 

Discontinuance of Service 

Payment Posting Problem 

Billing in General 

Billing in General 

Incorrect Bill 

Discontinuance of Service 

Billing in General 

Disputed Bill 

Disputed Bill 

Estimated Bill 

Disputed Bill 

Discontinuance of Service-deposit 

Refusal of Service 

Transferred Bill 

Re-closed: Updated Information 
Kansas City 

Billing Adjustment Given 
Kansas City 

Utility Resolved Matter 
Lake Tapawingo 

Billing Adjustment Given 
Lees Summit 

Kansas Crty 
Re-closed: Updated Information 

Kansas Crty 
Utility Resolved Matter 

North Kansas City 

Billing Adjustment Given 
Kansas City 

Utility Resolved Matter 
Kansas City 

Utility Resolved Matter 
Kansas City 

Billing Adjustment Given 
Raytown 

Bilhng Adjustment Grven 
Republic 

Utility in Compliance w!Tariff and/or Rules 
and Statutes Belton 

Utility Resolved Matter 
Kansas City 

Information Provided 
Blue Springs 

Utility Resolved Matter 
Grandview 

Re-closed: Updated Information 
Independence 

Utility Resolved Matter 
Independence 

Utility Resolved Matter 
Kansas City 

Billing Adjustment Given 
st. Joseph 

Billing Adjustment Given 
Smithville 

Billing Sustamed 
Independence 

Billing Adjustment Given 
Lees Summrt 

Billing Adjustment Given 
Lees Summit 

Utility Resolved Matter 
Pleasant Hzll 

Utility Resolved Matter 
Kansas City 

Schedule 13 
Page 6 of 7

GM-3 Public Version 
11/12



C20~:;~bJ1i:~['!]r:Missouri Gas Energy (Laclede)-lnvestor(Gas) 

'i :: : I.~ : ::< : ;J i :i1 j; 
p~~l~~?9~.~·.i:ili :::Missouri Gas Energy (Laclede)-lnvestor(Gas) 
1:i:.:i·::·!::ll::::::!:"!illlj' 
p2CM~0997i1:,,;j:!',>Missouri Gas Energy (Laclede)-lnvestor(Gas) 
, ~ ; I , : : ~ i ; ~ ~ , ; i ! ! ! ; : :~ : , ; i 11 ·: ~ : ! ! I ! ~ ! ! : : 
:pftM:r091 ~.1'.: 1 ;,1!::. Missouri Gas Energy (Laclede)-lnvestor(Gas) 
:::l:i::,';,;,i:!!i!:,::i !p::lr1;:r:; 
8'9:1Z9R~~,~~:Ji!.!:.!::Missouri Gas Energy (Laclede)-lnvestor(Gas) 

7/8/2016 Service Quality 

7/11/2016 Service Quality 

7/18/2016 B!lhng 

7/26/2016 Billing 

8/16/2016 Rules/Regulations 

Service in General Utility Resolved Matter 
Neck City 

Customer Service/Call Center Utility in Compliance wrrariff and/or Rules 
and Statutes Liberty 

Refunds Information Provided 
St. Joseph 

Refunds Billing Adjustment Given 
St Joseph 

Discontinuance of Service Payment Arrangement Reached 
Joplin 
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